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In Q3 2019 when deciding the theme for 
Conference 2020, we landed on 'VISION 
2020'. It was to be a new decade, an 
opportunity to refine our focus, achieve 
clarity on the regulatory landscape, and 
embrace the positive and unique 
opportunities that times of great change 
presented. Our conference would provide 
a crucial platform to re-energise the 
community and build a platform to set the 
course for a brighter future. 

Along came COVID-19 and without warning our world was 
upside down. We had to change. And change we did. As with 
most things built from the ground up with no playbook, we 
required a strong and well-articulated vision of what was 
possible, a massive leap of faith to quickly design, develop and 
deliver, and a trusted team around us that despite all obstacles, 
quickly got on the bus and together we made it happen. 
This December Magazine issue includes a showcase of our 
first-ever Virtual Conference and highlights some key take-outs. 

The commitment of our members, our partners, and sponsors 
to making VISION 2020 such a success is so very much 
appreciated. It is also a testament to the strong community 
ethic that underpins AFA's purpose to unite financial advice 
professionals and the wider community in creating brighter 
financial futures for all Australians. I thank Carl, Step, and Maeve 
from lead agency Because and Janette, Choi, and Lauren at 
TPM Events for taking this journey with us. I thank the 
Conference Chair Dave Slovinec, Conference Committee 
members Phil Kewin, Mel Favaloro, and Janette Beedell, and the 
AFA Head Office team for all your support. And I especially 
thank my trusted colleague Robert Coulter, who together with 
myself, led the conference project and discovered so much 
along the way. When breaking new ground and trying new 
things there are always learnings. What is clear, however, is that 
when you believe in your vision and are committed to making it 
happen then anything is possible.

Natalie Kleibert 
General Manager, Marketing 
 AFA_Voice
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My VISION for financial advice
"Affordable and easy access to financial advice 
providing peace of mind for every Australian"
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Professionalism //

BY MICHAEL NOWAK 
AFA National President

AFA President Update

As an AFA member, AFA Board member, and a young 
adviser from Brisbane, aged 42, my ambition has 
always been to operate in an environment in which I 
as a trusted and professional adviser can best serve 
my clients. Seeking this trust and recognition is 
where my efforts have been and will continue to be 
focused. Given the extensive benefits that financial 
advice provides to Australians, it is imperative that 
financial advice becomes more accessible for 
Australians and the barriers to advice are removed. 

I have extensive experience and history with the AFA 
and the AFA Board. Fifteen years ago I was 
attracted to join the AFA due to its rich local 
Queensland community and its authentic and 
practical approach to policy and advocacy. I soon 
became the AFA Queensland State GenXt Chair and 
then served two years as the Queensland State 
Director. I became the AFA National President in 
2013-14 during the FOFA period. Following a 
two-year break, I re-joined the AFA Board as Vice 
President in 2016, where I have served for the last 
four years. 

The AFA has a reputation for advocating for sensible 
and practical reform agenda and this is an area that 
I am most dedicated to as I understand how 
imperative it is that the progress be made. 
I understand the importance of close relationships 
with the Government and during my previous AFA 
Board roles, I have always worked closely with the 
Government in driving the AFA’s policy agenda. 

Those that attended the AFA Virtual Conference 
recently saw that the hard work of the AFA and 
others is paying off, and there is a change in tone by 
the Regulators and Government. It is critical now 
that this momentum is converted into more practical 
policy outcomes for advisers and their clients. 
This includes the 2021 LIF review and I would like to 
assure members that the AFA is committed to, and 
will work hard for a future for risk advice. Also, the 
remaining Royal Commission policy announcements 
are imminent. Our objective is to get the right 
balance on issues such as Annual Renewal. 

It is an honour to take on the role of AFA National President. I have always had 
the highest respect for the AFA and its representation of financial advice.

 @AFA_Pres

Marc Bineham, Senator Jane Hume, Michael Nowak 

My VISION for financial advice
"For the benefits of financial advice to be broadly understood and 

acknowledged, and for advisers to operate in an environment in which 
they are trusted and can best serve their clients."
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Professionalism //

The pendulum has swung too far. It is a widely held view that 
the regulatory regime for financial advice is impacting both 
access and affordability, and that advisers desperately need 
some relief in order to be able to continue to cost-effectively 
serve all types of clients. As more and more advisers attain the 
higher level of professional standards and qualifications, I 
believe they are justified to be querying how the regulatory 
environment will adapt to recognise their professional status.

The AFA Board has reviewed the Strategic and Business plans 
to ensure that we are on the right course and can continue to 
operate to best serve our membership in the current COVID-19 
times. Whilst our strategic direction remains consistent, at the 
operation level, the business plans have been adjusted to 
ensure that the AFA can deliver on the highest priorities of our 
membership. We asked and you told us your priorities – 

1. Policy and Advocacy 

2. Promote the value of advice – although we need to move to 
a more cost-effective, grassroots strategy in the current 
environment.

3. Communities are at the heart of the AFA and remain a high 
priority. In the COVID environment we aim to maintain local 
and face-to-face engagement as much as possible, however 
nationally, the AFA has been agile, moving to online seminars 
and pioneering the Virtual conference which received an 
amazing response.

Our goal is to see all members continue on their advice journey 
and be recognised, respected, and operate in an environment 
that recognises your level of professionalism. 

To achieve the goals in this plan, it is necessary for the AFA to 
engage and empower our members to work together to achieve 
our objectives. This applies to our financial adviser members 
and their staff, licensees, and even product providers where 
appropriate. I also understand that the AFA comprises of a 
broad Church of advisers belonging to differing groups and 
specialisations and I believe it important that the AFA take into 
account the interest of all of these groups in our representations.

Finally, I want to acknowledge the AFA outgoing President, Marc 
Bineham, for his stewardship of the AFA over the past four years 
and 10 years of AFA Board service, and also outgoing Western 
Australian Director, James Ford for his six years of AFA Board 
service. I am looking forward to working with both the new AFA 
Board and the AFA team lead by Phil Kewin, with whom I 
already have a close and respectful working relationship with. 
Most importantly, I am looking forward to working with, and for 
you, our members.

Keep up the great work that you are doing. Keep looking after 
the financial and psychological well-being of Australians and 
guiding them to more secure and fulfilled lives.

The AFA believes in you! 

Michael Nowak & MP Bert Van Manen Michael Nowak & Senator Amanda Stoker
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In our last July edition of the Magazine, we were starting to see 
the tentative steps towards the new normal of post-COVID-19. It 
is now clear that the way out of the pandemic, the business, 
and community impacts will differ within each state and each 
state will move at its own speed. It was pleasing to see in early 
November, that our Victorian community experienced much-
needed relief with the easing of lockdown restrictions which 
have devastated many businesses and livelihoods. 

If there is one glimmer of hope out of COVID-19, it is that we have 
witnessed an increasing demand and understanding of the value of 
advice. Our members have helped their clients navigate through 
unchartered seas and a glimmer of light from Government has 
been evident in recent formal and informal dialogue as they 
increasingly recognise the important role that financial advisers play 
in helping clients manage their financial and emotional 
wellbeing. While this is positive it is not enough. We must use this 
momentum to drive deeper understanding and the resulting 
policy outcomes that benefit the advice community and 
ultimately benefit the individuals and families who need advice. 

We've worked tirelessly on behalf of our members to advocate for 
positive and practical reform at a time when the pace of change 
has meant we need to participate in a dialogue at many levels 
while simultaneously preparing detailed submissions to educate 
and influence. In the financial year, 2020 Phil Anderson and the 
Executive worked on 34 policy submissions and attended 74 
meetings with regulators, government departments, and politicians. 

One of our key advocacy pillars is in the area of Life Insurance, 
underpinned by the belief that Australians should be able to 
readily access and pay for life insurance in a manner that best 
suits them, including commissions. We firmly uphold that true 
consumer choice includes commissions as an affordable 
mechanism to access and benefit from the value of advice. Our 
work within the joint Life Insurance Task Force, which we 
established in conjunction with the FPA in June 2019, continues 
regular formal consultation with ASIC and other industry 
stakeholders to drive a successful outcome. For us, this would 
deliver at a minimum, the current accessibility of commissions 
with the caps remaining unchanged. We were successful in 
ensuring that the 2020 data acquired by ASIC first came from 
the life insurers rather than advisers and their licensees as 
originally planned. This alleviated unnecessary burden at a time 
when advisers are busy serving their clients.

Another life insurance focused working group is the CALI group 
which stands for Choice and Accessibility of Life Insurance. 

This year has certainly delivered its fair share of significant challenges for financial services, 
all facets of our businesses, and the Australian community.

A glimmer of light and a 
brighter financial future 
for all

Professionalism //

BY PHILIP KEWIN
AFA Chief Executive Officer 

The group comprising life insurers AIA, MLC, TAL, and Zurich/
OnePath as well as the FSC and the FPA has engaged NMG to 
provide data-based evidence on the importance of insurance 
and the potential under insurance that would occur if Australians 
were not able to access affordable financial advice relating to 
insurance. Presentations of the research have been made by the 
CALI group to the Assistant Minister Senator Jane Hume, and 
the Shadow Minister Stephen Jones MP, as well as ASIC ahead 
of the 2021 review.

The results of this work will not be evident straight away. It is a 
long term game that won’t reach conclusion until late 2021 early 
2022, and the detractors will maintain their public opposition 
until that time. But it is important we stick to our plan and remain 
confident that we will ultimately deliver the right outcomes.

It is no secret that the current life insurance market is unsustainable, 
the wave upon wave of premium increases and rigidity in product 
design does not deliver the confidence that clients want and need in 
a long-term protection contract. After all, there is enough on 
adviser's plates with FASEA education requirements and the 
medium to long term impacts of the post-pandemic world for which 
there is no blueprint. It is also an opportunity to provide certainty for 
advisers and their business models. 

A lot rides on the 2021 Life Insurance Framework review – but 
before that we need to deal with the overhaul of Individual 
Disability Income Insurance and the intervention by APRA who 
has decreed the need to reset the system, to bring sustainability 
to the market where clients can be confident of premium 
stability. The scale and complexity of this overhaul cannot be 
underestimated and we see ourselves playing a critical role in 
both advocating for the right balance of sustainability, with the 
need to retain a product that serves to encourage advisers to 
continue to address the Income Protection needs of their clients. 

We are heartened that so many advisers have now sat and 
passed the FASEA as well as embarking on their studies. We 
congratulate those who have been successful. But we also 
recognise that some are still challenged by the exam and will 
continue to find ways to assist them to translate the knowledge 
and experience they have into a successful next step on the 
Professional Standards journey. 

The FASEA Code of Ethics remains a challenge and we have 
provided feedback to FASEA on the recent guidance. While we are 
all committed to integrity and professionalism, there is still some 
way to go before we have what we believe is a workable Code.

My VISION for financial advice
"Empowering financial advice professionals to transform 
the lives of Australians through quality financial advice"

 @AFA_CEO
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With so much for our members to deal with on a day-to-day 
basis in running their businesses, running their families, and with 
the significant distractions of COVID-19, we are especially 
grateful and thank from the bottom of our hearts the wonderful 
work of our members in our Communities of Practice. We know 
the value of these communities is in the networking and 
knowledge sharing of like-minded advice professionals, and so 
the impacts of COVID-19 lockdown have particularly impacted 
opportunities to get together. However, through the strength and 
resilience of our communities of practice leaders, we have 
continued to collaborate on webinar opportunities, on face to 
face events in states less impacted by lockdown requirements. 
Our state committees have continued to host online meetings 
and the AFA team has continued, month on month, 
collaborating with all the committees to collaborate, advocate, 
innovate, and learn.

There are numerous communities of practice events to showcase 
over the last few months including AFA Foundations first virtual 
charity webinar with international customer service guru Geoff 
Ramm, the Pulse Paraplanners career planning webinar, the 
Inspire your best you webinar, the QLD committee end of financial 
year event, the Inspire WA roundtable with local MP Celia 
Hammond. Most recently the AFA team collaborated on a series 
of Masterclasses for our annual virtual conference delivering a 
Genxt masterclass which provided a practical blueprint for 
managing the Professional Year, a Pulse Paraplanner 
masterclass which outlined the professionalization of the 
paraplanner role, and the Inspire masterclass which provided a 
very practical session on persuasion and influencing client 
engagement. All three Masterclasses are available on-demand 
at the virtual conference web platform through to mid-February 
(with a special conference on-demand rate for new registrants).

In connecting our AFA community through learning and value-add 
opportunities we are particularly pleased with the successful 
uptake of our free and CPD accredited AFA webinar series. We’ve 
delivered nine webinars from July through to mid-September with 
over 1417 attendees. Following a short break in the series during 
the virtual conference period, we’re back on board from 5 
November with a few weeks of webinars leading into Christmas. 
We plan to continue our webinar program throughout 2021 
delivering even more learning opportunities for our members to 
help in business and personal development. 

Our biggest event in any year is, of course, the annual 
conference. From 14-15 October we ran our VISION 2020 AFA 
Virtual Conference – the industry's first true virtual conference 
– and what a conference it has been. We are overwhelmed with 
the positive feedback from our member delegates, our partners, 
long-term and new, who supported this yet ‘untested’ concept. In 
this December edition of the Magazine, you’ll read the conference 
overview and what we think are some truly impressive stats 
around the volume and quality of content delivered and delegate 
engagement. I thank our AFA Board who had confidence in this 
new conference model and the AFA team for delivering a quality 
event in the extremely short timeframe (for planning a fully-
featured conference event!) of just over three months. But it’s not 
over yet. A key feature which our members are wholeheartedly 
raving about is the access to the conference content when and 

how they like for the four months following the conference. This 
includes the two-day live program which included five 
international and local keynotes, five industry panels as well as 29 
on-demand industry expert presentation sessions, and 33 
partner virtual exhibitions, all available through to 12 February 
2021. As per the conference branding, our VISION came to life 
and we thank everyone; our members and guests, our partners, 
our communities of practice volunteers who made it all happen. 

One of our final events for 2020 was the holding of our Annual 
General Meeting on 28 October. This was held, no surprise, via 
a virtual event, with 49 attendees. Importantly, a new Executive 
and two new Directors were announced. The new Executive 
includes Michael Nowak as AFA President, Sam Perera as Vice 
President, and Matthew Hawkins as Treasurer.

Michael has been a member of the AFA Board for eight years 
and is the immediate past Vice President, serving two 
consecutive terms. He was also the 2013/14 President during 
the Future of Financial Advice (FOFA) reform period. Sam Perera 
was previously Treasurer and Matthew Hawkins was previously 
Director for Tasmania.

We thank outgoing AFA President Marc Bineham who has been 
a passionate leader of the AFA and advocate for financial 
advice, serving during the particularly challenging recent period 
following the Royal Commission and the impacts of the 
pandemic. We also acknowledge the outstanding contribution 
from outgoing WA Director James Ford, who has stepped down 
after six years on the Board. 

We welcome new Board Director Katherine Hayes, NSW/ACT 
Director, and Stephen Knight, WA Director and I look forward to 
working with them and the new board as we kick off 2021 which 
will undoubtedly be as busy as 2020. 

This has not been an easy year. Many of our members have 
shared that 2020 has been the most disruptive and challenging 
year yet, for the financial advice profession, for their businesses, 
and most importantly for their personal lives as we have all 
struggled to come to grips with the insidious impacts of a 
pandemic which has ravaged our lives. The longer-term impacts 
of COVID-19 are yet to unravel, for the economy, for the 
workforce, and most importantly our wellbeing. This is why 
seeking support for mental health and wellbeing is of the utmost 
importance. It is why we seek to promote our AFA Care program 
at every opportunity so our members understand they have 
immediate access to confidential counselling and support tools. 
In July, our Board and Head Office team recorded a video for our 
members explaining the benefits of the program and you can 
view this, as well as access AFA Care tools, at the AFA website 
afa.asn.au under the Membership tab. There is much truth in the 
adage that we should first seek to put on our own masks before 
we can be strong to help and uplift those around us.

As we head into 2021, one thing we can be sure of is that we’ll 
all be co-existing with the disruptions of the pandemic. As a 
community, we are stronger together and must take solace as 
well as pride in the value of advice that our community of advice 
professionals delivers to everyday Australians every day. 

I wish you and your families a loving and safe Christmas.

Professionalism //
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We’re here for 
your clients  
when they  
need us most

© 2020 TAL Life Limited ABN 70 050 109 450 AFSL 237848 (TAL Life). This 
page contains a summary of the combined volume and value of claims  
paid, and the percentage of claims accepted, by TAL Life and Asteron Life 
& Superannuation Limited ABN 87 073 979 530, AFSL 229880 between 1 
April 2019 and 31 March 2020. The assessment and payment of each claim 
is subject to the individual policy terms, conditions, limits and exclusions, 
which are set out in the applicable Product Disclosure Statement and Policy 
Document. Always consider whether the product is appropriate for you. 

Supporting Australian families 
through the claims we pay is the 
most important thing we do

In our last financial year, 
the TAL Group paid

$2.5 billion
in claims...

To more than

35,000
Australians...

And we accepted

96%

of claims
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Important Information
The information on this page is provided by MLC Investments Limited (ABN 30 002 641 661, AFSL 230705) (‘MLCI’), Responsible Entity for MLC Wholesale Index Plus Conservative 
Growth portfolio, MLC Wholesale Index Plus Balanced portfolio and MLC Wholesale Index Plus Growth portfolio, a member of the National Australia Bank Limited (ABN 12 004 
044 937, AFSL 230686) (NAB) group of companies (NAB Group). An investment with MLCI does not represent a deposit or liability of, and is not guaranteed by, the NAB Group. The 
information provided is general information only and does not take into account your personal financial situation or needs. We recommend you obtain financial advice for your personal 
circumstances before making any investment decisions. You should obtain a Product Disclosure Statement (PDS) relating to the MLC Index Plus portfolios issued by MLCI and consider 
it before making any decision about whether to acquire or continue to hold those products. A copy of the PDS is available upon request by phoning 1300 738 355 or on our website at 
mlcam.com.au/MLCWholesale.

Most index funds 
don’t do this.
MLC Index Plus.  Blending active and index investment styles into something different. Significantly 
reducing our management fees without changing the quality. Building portfolios on world-class thinking.

To find out more, visit mlcam.com.au/indexplus
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BY MARC BINEHAM

Highlights during my 
time with the AFA

My leadership style has always been to not leave anyone behind 
and has been our focus to help advisers transition to this new 
world post RC, LIF and FASEA. We don’t want this valuable 
experience to be lost and have worked hard and have been 
encouraged with many, especially older advisers, giving the new 
pathways a chance. 

Our Your Money Your Life Consumer Expo in 2018 was a 
success with everyday Australians and showed how appreciated 
it was as we showcased the value of advice. The work is to 
ensure it can stay affordable and accessible. 

I have also been very proud of the work we have done with FASEA 
extensions, united work with the FPA and significant improvements 
to our Governance to AICD standards to name but a few.

Belonging to the AFA association is more 
important than ever 
Our Association will always be about advocacy to ensure the 
best for this profession and for its members but for me, 
community and grass roots is just as important. At the moment, 
it can feel a very lonely business to be in and many are leaving. 
As an Association we have always cared about our member’s 
welfare, being a community as well as ensuring they have the 
tools to do well in this profession. The AFA has always been built 
on sharing knowledge and passing from older to younger 
advisers, and so get involved and volunteer and belong to a 
community that only wants the best for you.

My advice to AFA members 
This is and will always remain a people business, and the 
advisers that do best will be the ones that show a ‘care’ factor 
along with a strong ‘value’ proposition, as technical knowledge 
is assumed (so don’t overdo the jargon). Lastly, get a coach, you 
do this for your clients but too few have this for themselves to 
keep them accountable and on track. Get this right, along with 
being willing to share your knowledge with your peers and give 
back, and you will be successful in this profession. 

My next steps in promoting the value of advice
After our consumer expo, this is an area that I feel we don’t have 
enough voices out there direct to consumers on the value of 
advice and so have a few ideas on how I can do more in this area 
including how we can keep advice affordable and accessible.

The history of the AFA is important to me and needs to be 
recorded for future generations. With next year being our 75th 
I will be putting some time aside to help with this. 

For me, the biggest change has been the continuing diversity of our association in gender, age, ethnicity 
and also occupation with wealth coaches and paraplanners becoming their own area of specialty. 
Our last conference in person was Adelaide and was so different to the first I had been to 15 years 
earlier. So much diversity and energy and see so much potential and inspiration here for the future. 

Keynote at Asia Pacific Life Insurance Congress (APLIC) 2018 Keynote Sir Bob Geldof and the AFA team at 2017 AFA Conference, Gold Coast 

My final AFA Board (Virtual) Meeting 

My VISION for financial advice
"That financial advice stays affordable as we all have hopes and dreams, 

and advisers help them become a reality"
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The information on this page is provided by MLC Investments Limited (ABN 30 002 641 661, AFSL 230705) (‘MLCI’), Responsible Entity for MLC Wholesale Index Plus Conservative 
Growth portfolio, MLC Wholesale Index Plus Balanced portfolio and MLC Wholesale Index Plus Growth portfolio, a member of the National Australia Bank Limited (ABN 12 004 
044 937, AFSL 230686) (NAB) group of companies (NAB Group). An investment with MLCI does not represent a deposit or liability of, and is not guaranteed by, the NAB Group. The 
information provided is general information only and does not take into account your personal financial situation or needs. We recommend you obtain financial advice for your personal 
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mlcam.com.au/MLCWholesale.

Most index funds 
don’t do this.
MLC Index Plus.  Blending active and index investment styles into something different. Significantly 
reducing our management fees without changing the quality. Building portfolios on world-class thinking.

To find out more, visit mlcam.com.au/indexplus
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AIA Australia,  now for life, 
health and wellbeing.
We are proud to launch  AIA Health with AIA Vitality.

Let us help you retain,  grow and target  new clients.  
It’s all part of our commitment to helping our customers  
live healthier, longer, better lives.

To find out more speak to  your AIA representative.

Kate Naess, Australian Paralympian and AIA Vitality Ambassador.

aia.com.au/health
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Boosting adviser-client relations 
through expanded offerings

Of course, many insurers do – and should – offer more from 
their cover these days. Promisingly, many are recognising that 
increasing customer engagement – whether through education 
initiatives, health and wellbeing programs, or access to 
additional services and types of support – hold significant 
benefits for customers, advisers, and insurers’ own bottom line.

Michael Grammatico, Director of Innovative Financial Solutions, 
knows firsthand how valuable additional services can be in 
strengthening adviser-client bonds. “The way that advice was 
given five years ago – even two years ago – is very different to 
how it is now,” he explains. “You can’t be an adviser that is a 
single discipline practice; you have to be able to deliver a service 
to your clients that is much more than an intangible asset.”

Michael remembers his first appointment with Aaron – a fit, 
active builder in his early 20s – as typical of those he has with 
clients in that age bracket: “Aaron had this ‘she’ll-be-right’ 
mentality. It was a mindset of ‘I’m fit, I’m healthy, I go to the gym; 
nothing will happen to me.’”

Nonetheless, newly married – and with parenthood on the 
horizon and his own business to run – Aaron recognised that 
other people would be seriously impacted if something were to 
happen to him. And, not long later, something did.

“When I got a call from Aaron’s partner advising that he’d been 
rushed to hospital, there were still a lot of unknowns,” Michael 
recalls. “I think that was probably the scariest part for them. It 
was not knowing what Aaron’s diagnosis was going to look like.”

For many who receive a diagnosis of serious illness, uncertainty 
about the road ahead can add fear and anxiety to an already 
stressful situation. It’s for this reason that AIA Australia recently 
partnered with Medix, a personal medical case management 
company that specialises in providing world-class support to 
those dealing with serious illness. With a new office in 
Melbourne and global network of over 300 in-house doctors, 
2,000 leading medical centres and 4,000 medical specialists, 
Medix’ focus is on providing its customers with access to the 
best personalised care for their treatment and recovery. 

When Aaron was diagnosed with debilitating neuropathic pain, a 
condition that put him at high risk of developing paraplegia, 
Michael immediately got in touch with Aaron’s insurer, AIA 
Australia, who connected him with Medix. “Aaron was being 
treated by a number of specialists locally, but I knew there was 
an opportunity to get other opinions,” Michael explains. “With 
Medix, Aaron got a personal medical consultant who collated 
his information into a concise medical report and forwarded this 
to a worldwide network of medical specialists who could help 
him make informed decisions.”

For Michael, the benefits of a program like Medix are clear. Not 
only was he in a position to offer his client world-class support 
for his medical journey, but doing so enabled him to 
demonstrate the value of financial advice and strengthen his and 
Aaron’s adviser-client relationship.

For the full story, visit aia.com.au/en/individual/about-aia/
media-centre/trade-media/medix-case-study.html

Even before the Hayne Royal Commission and its findings, many insurers and financial advisers 
had been recognising that their sectors needed to evolve. While there’s no doubt that life 
insurance can make enormous differences to people’s lives, for many Australians the product 
was too complicated and intangible to properly appreciate: life cover was simply seen as a 
product you purchase in case something goes wrong.

Business Growth //

Copyright © 2020 AIA Australia Limited (ABN 79 004 837 861 AFSL 230043). This is general information only, without taking into account factors like the objectives, financial situation, 
needs or personal circumstances of any individual and is not intended to be financial, legal, tax, medical, nutritional, health, fitness or other advice.
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BY PHIL ANDERSON 
General Manager, Policy & Professionalism

Policy Update

With one important exception, the middle months of 2020 were relatively quiet on the regulatory 
change front, with Parliament only sitting infrequently and with a slow down on consultations. 

The one big exception was the passing of the FASEA Deadline 
Extension Bill. The AFA’s advocacy focus was firmly on COVID 
19 relief measures and continued efforts to ensure that there 
was greater awareness of the value of financial advice and the 
plight of the financial advice profession in the face of what has 
been relentless reform. There was certainly enough challenges 
with the COVID 19 relief front, which we address in detail below, 
however, this time also presented an opportunity to change the 
agenda and ensure that the upcoming reforms will be delivered 
in a more considered and pragmatic manner. This change in 
thinking was evident at a House of Representatives Economics 
Committee hearing on 30 June 2020, where the AFA appeared. 
The questions from some of the committee members 
demonstrated a change in mindset.

The key win, earlier in June, was the eventual passing of the 
legislation to provide the 12 month deferral in the deadline for 
the FASEA exam to 1 January 2022 and also the 24 month 
deferral in the education deadline to 1 January 2026. The 
adviser community are continuing to make good progress with 
the completion of the exam, with nearly 10,000 advisers having 
passed by the August 2020 exam, leaving around 55% left to 
complete it over two further sittings in 2020 and six in 2021. 

The Banking Royal Commission recommendations remained 
seemingly on hold, although discussions with key stakeholders 
have continued. We anticipate that momentum will build shortly.

The financial adviser market has continued to decline over the 
course of the first ten months of 2020, with the total number of 
financial advisers on the Financial Adviser Register falling to 
21,700 in October 2020, which is down more than 7,000 from 
the peak in January 2019. 2021 will be very telling, as more of 
the adviser population sits the exam and some of the big 
licensee changes start to settle down.

Professional Standards and FASEA
Fortunately for all but Melbourne advisers, the FASEA exam has 
gone back to being done in a face to face manner. No doubt 
this will also be the case in Melbourne in early 2021. Whilst the 
progress on the exam has continued, there are a growing 
number of advisers who have been unsuccessful in their first 
attempt at the exam and through public statements by FASEA, 
we are also aware that the success rate on the second attempt 

has not been great. At the June exam it was apparently a little 
over 50%, and then increased to around 66% in the August 
exam. Those who have been unsuccessful have been very 
frustrated with the lack of feedback. FASEA has started to 
release some high-level information on areas where the 
unsuccessful advisers have struggled the most. In our view, this 
is not enough, and we will continue to advocate for more 
specific feedback. We encourage anyone who is struggling with 
the exam to reach out for help. There are some very good 
preparation courses available and there are now more people 
looking to provide personalised coaching services. Please reach 
out to the CampusAFA team if you would like to discuss the 
exam, preparation resources or other related matters.

After seven rounds of the FASEA exam, we can see important 
progress, with around 45% of financial advisers on the FAR, 
having now passed the exam. The AFA congratulates those who 
have already passed. 

Date Number 
Sitting

Pass rate Estimate 
Passed

Estimate 
Failed

Jun-19 579 90% 521 58

Sep-19 1,697 88% 1,493 204

Dec-19 2,981 86% 2,564 417

Feb-20 2,231 82% 1,829 402

Apr-20 470 79% 371 99

Jun-20 2,282 84% 1,917 365

Aug-20 1,521 82% 1,247 274

Total 11,761 84% 9,943 1,818

The exam schedule for 2021 has been released and is set out in 
the table below. We have also included in this table the date of 
earliest re-registration for anyone who fails, noting that the 
FASEA Exam Legislative Instrument contains a rule that you 
cannot register to re-sit the exam until at least 3 months since 
you last sat the exam. It is important to note that, as a result of 
this rule, unless you sit the January 2021 exam in the first 
couple of days, you will not be eligible to sit again until July 
2021. If you fail the July 2021 exam or a later exam, you will not 
get another chance to sit the exam. This is wrong and we are 
calling on FASEA to remove this 3-month requirement. 

My VISION for financial advice
"Financial advice being recognised as the best way to block bad financial 

and life decisions for the rest of your life"
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FASEA Code of Ethics
FASEA issued an updated Code of Ethics guidance document 
for consultation on 5 October 2020, with submissions required 
by 2 November 2020. The AFA provided a long submission to 
FASEA, noting our concerns about continuing uncertainty and 
important questions remaining unanswered. We received a lot of 
feedback from members and other industry stakeholders with 
respect to the apparent expectations with Standard 4 and 
obtaining client consent for existing clients. The concern was 
greatest with respect to risk advisers, as there is currently no 
requirement for life insurance clients to renew their adviser 
arrangement in any form. We have repeated our advocacy 
against this requirement. We also continued to express our 
dissatisfaction with Standard 3 and the ban on conflicts of 
interest and duty. There continues to be very strong opposition 
to this Standard. Senator Stoker asked questions of FASEA at 

Sitting Sitting Date Registration Period
Earliest 

Re-Registration
Earliest 
Re-sit

2021 - Sitting 10 28 January to 2 February 2021 28 September 2020 - 8 January 2021 29 April 2021 May or July

2021 - Sitting 11 25 March to 30 March 2021 7 December 2020 - 5 March 2021 26 June 2021 September

2021 - Sitting 12 20 May to 25 May 2021 8 February 2021 - 30 April 2021 21 August 2021 November

2021 - Sitting 13 15 July to 20 July 2021 5 April 2021- 25 June 2021 16 October 2021 N/A

2021 - Sitting 14 9 September to 14 September 2021 31 May 2021 - 20 August 2021 10 December 2021 N/A

2021 - Sitting 15 4 November to 9 November 2021 26 July 2021 - 15 October 2021 N/A N/A

the Senate Estimates hearing on 27 October 2020, that led to 
the release of some of the 2018 submissions on the FASEA 
Code of Ethics. This has generated a lot of coverage within the 
financial services trade media.

COVID 19 Regulatory Relief Measures
Since the announcement of the initial ASIC COVID 19 RoA 
flexibility and other relief measures in April, we have continued 
to work with ASIC, FASEA and the Government in seeking 
further relief. After a number of months of seeking relief from 
FASEA on CPD, they finally agreed just prior to the end of the 
CPD year for many advisers (30 June 2020) to give an extra 3 
months for advisers to complete any outstanding CPD. This 
does not allow double counting, however importantly for anyone 
who misses their target, it allows them extra time to catch up. 
This is important, as any breach of the CPD standard needs to 
be reported to ASIC, and included as a breach on the Financial 
Adviser Register. We also spent quite a bit of time working with 
ASIC, seeking relief with clawback during COVID 19. We sought 
a material reduction in the year 2 clawback rate, however ASIC 
stated that they were unable to change this for existing business 
as it was a contractual arrangement between life insurers and 
licensees. We have also sought relief in the situation of a 
temporary reduction in the level of life insurance cover, however 
this is in the hands of the Government. ASIC did at least publicly 
confirm that there was no legal requirement about how quickly a 
clawback was repaid, and that this was something that advisers 
could negotiate with life insurers. 

We also worked with the FSC and the FPA on seeking relief for 
Victorian advisers in the middle of the lockdown, in terms of 
meeting their FDS and Opt-In requirements. ASIC confirmed 
that they would not take action against advisers who failed to 
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Professionalism //

meet their FDS and Opt-In obligations for post FoFA clients, 
however they had no powers to provide relief, and the law would 
lead to the automatic termination of ongoing fee arrangements. 
Importantly, however, they did announce that any adviser who 
failed to meet their FDS obligations for pre-FoFA clients between 
2 August 2020 and 26 October 2020, would have until 
7 December 2020 to issue the outstanding FDSs.

For more information on ASIC’s COVID 19 relief, advisers should 
read their financial advice COVID 19 page at asic.gov.au/
about-asic/news-centre/articles/covid-19-information-for-
financial-advisers-and-advice-licensees/

We have not received definitive answers with respect to some of 
our COVID 19 relief requests, so we hope that there is still some 
room for further action to be taken. 

APRA Intervention in the Income 
Protection Market
APRA issued their final intervention measures for the Income 
Protection market on 30 September 2020. The Actuaries 
Institute also released a discussion paper on the Income 
Protection market in September, which included the publication 
of what they called a Reference Product, which is a substantially 
less attractive product for consumers, when compared to the 
current IDII products. Seemingly, they are another force in this 
market calling for change. We will need to wait to see how this 
unfolds, however we will continue to advocate for quality IDII 
products.

The final APRA requirements, which extend the previous action 
banning agreed value policies from 1 April 2020, addressed 
their final position following on a range of measures that were 
part of their announcement in December 2019 and a 
consultation exercise earlier this year. The key outcomes are as 
follows:

• APRA have indicated that there will be some flexibility for 
people other than those on predominantly stable incomes, 
where their income will be able to be calculated on the basis 
of an average over an appropriate period of time. We will 
need to wait to see how this is implemented by the insurers.

• The income replacement ratio caps have been set at 90% 
for the first 6 months and then 70% from that point onwards. 
SGC contributions to a super fund are on top of these caps. 
There will be no cap on monthly payments, as was proposed 
in the December 2019 draft.

• It has been confirmed that at the end of the 5 year product 
guarantee period, occupation, financials and dangerous 
pastimes will need to be underwritten again, however there 
will be no need for medical underwriting. At this point, it will 
result in a new contract being issued. This potentially opens 
up the prospect of a new upfront commission, which we 
would strongly support as there will be a lot of work for 
advisers at this contract refresh.

What we Expect for the Remainder of 
this Year and into 2021
As we approach the end of the year, we are still awaiting the 
release of revised legislation for the first batch of the Royal 
Commission recommendations, including Annual Renewal and 
also the commencement of consultation on the Single 
Disciplinary Body and the Compensation Scheme of Last 
Resort. With a more considered approach by the Government 
and with the new acceptance of the emerging problems with the 
cost of financial advice and accessibility, 2021 looks like being a 
better year for our advocacy efforts. We will also continue our 
advocacy on further COVID 19 relief measures. 2021 will be a 
critical year for financial advice as we seek to support those 
who have not already sat the exam to succeed and as we face 
the implementation of key Royal Commission recommendations. 
Thank you for your support in 2020.

As always, we welcome your feedback and input on policy 
matters by emailing us at policy@afa.asn.au.
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AFA Advocacy in Action 

There is a critical need for financial literacy and the development 
of money skills for women, in particular, women at risk of 
financial or domestic abuse, with the need for accessible 
resources being the key to being able to help them. 

This was highlighted to Perth’s Association of Financial Advisers 
(AFA) Inspire Committee recently after hearing from a 
spokesperson from Legal Aid about the struggles these women 
are facing not only from the obvious abuse but also from the lack 
of knowledge about everything financial. With limited funding 
Legal Aid guides these women to access other resources, such 
as Your Toolkit which has been developed by a WA based 
financial literacy education organisation, Financial Toolbox.

Financial Toolbox is endeavouring to increase awareness of Your 
Toolkit to the wider community, through increased marketing 
initiatives and collaborations with relevant industry groups. 
Financial Toolbox is heavily reliant on volunteers, with the Your 
Toolkit website content regularly updated and reviewed for 
accuracy. However, there is a huge need for further contributors 
in the areas of podcasts, short videos, articles, and website 
content as well as volunteers for community-based workshops 
specifically designed to teach the basics in financial literacy.

Financial Toolbox have partnered with the Financial Counselling 
Network (FCN), a collaboration of local government and 
community service providers who wish to build on the financial 
literacy and skills of Western Australian women at risk through 
the delivery of several high impact projects. Elisa Fear, Financial 
Toolkit committee lead explains that, “we know that we need to 
reduce the drivers that start the crisis…”. 

The ambitious projects, which will be developed in consultation 
with sector experts, will first seek to develop workshops (central 
and regional) targeting: prevention and the early intervention 
space, focussing on educating, informing, identifying red flags for 
women at risk. The second part of their project will involve one on 

one financial counselling, coaching and mentoring support which 
will require a high level of support within the financial planning 
industry as well as the need for substantial funding.

Awareness of the issues surrounding financial abuse is key to 
making a difference and spearheaded the action of the AFA 
Inspire Committee recently to co-ordinate a round table event 
with Celia Hammond MP and representatives from AFA Inspire, 
Financial Toolbox, the Financial Planning Association (FPA), local 
Financial Advisers and Accountants, to better understand the 
causes and common triggers of financial abuse. It was clear 
after this discussion that more than ever, help is needed for 
women at risk in our community. 

This is not a new concept for financial planners, who regularly 
deal with people facing retirement with less than an ideal 
nest-egg and rings particularly true for women and even more 
so, women at risk. To move forward these women need support 
and education to help them take the steps required to become 
financially literate, which will in turn empower them to make 
good financial decisions. 

AFA Inspire and the FPA continue to explore ways to offer 
additional support in this arena, the reality of its success is 
much needed additional funding. 

With this funding it will mean that together, this truly inspiring group 
of dedicated and passionate advocates for supporting those 
suffering financial abuse, can see their vision come to reality.

AFA Inspire WA Committee spearheads roundtable with Celia Hammond MP to discuss 
financial literacy for Women.

Professionalism //

BY JULIA SCHORTINGUIS & REBECCA HOWARTH
AFA Inspire WA Committee Members

Join AFA Inspire online
 linkedin.com/groups/4922325/

 facebook.com/groups/afainspiresocial
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Australian direct property: 
COVID-19 considerations 
across key sectors

Industrial: A relative winner in the COVID-19 
environment, driven mainly by the ecommerce 
boom. Companies like Amazon and Catch of the 
Day have sought warehousing distribution centres 
and associated ‘last mile’ facilities, driving both 
investor and leasing demand for industrial property 
to all-time highs in many locations. 

It’s a strong story all up with no oversupply of 
accommodation, limited land supply, low vacancy 
rates and solid rental growth. Long-term leases also 
present an attractive proposition for investors 
seeking strong, long-term recurring income 
streams. The asset class is seemingly priced to 
perfection as a result. IOOF’s direct property fund 
has benefited from our heavy allocation to this 
sector.

Commercial: ‘Working from home’ has led many 
businesses to reassess accommodation 
requirements. We consider some commercial 
property net rents may moderate over the short to 
medium-term. Vacancy rates have already increased 
from 3.5% to over 7% for Sydney and Melbourne 
office properties and sub lease space availability 
has risen substantially. 

On the positive side, high-quality metropolitan office 
locations are likely to benefit as office rents can be 
up to 50% less than the CBD and may offer parking 
as employees shy away from using public transport. 
Most commercial tenants have continued to honour 
rental obligations, but some smaller enterprises are 
bearing more financial pain and reassessing 
accommodation options.

Commercial investments have been keenly priced 
and supported by a lower for longer interest rate 
environment. The COVID-19 environment may 
present opportunities for well-financed investors 
with moderate gearing levels and established 
capabilities. The IOOF direct portfolio has received 
over 95% of rents throughout the pandemic and 
enjoys an occupancy rate in excess of 95%.

Retail: Already facing headwinds as ecommerce 
surged and COVID-19 has only accelerated this 
trend. While sectors such as fashion have been hard 
hit, food, alcohol, sporting equipment and gambling 
have been strong.

A high proportion of rental relief has been granted in 
this sector plus the support provided by JobKeeper 
and access to superannuation means businesses 
may well face increased financial distress when 
these initiatives are phased out.

Recent sales have highlighted the fall in some asset 
values. Retail is now a flight to quality with large, 
well-financed, deeply experienced operators being 
best placed to maintain cash flow or reposition 
assets. 

Residential: Has had considerable government 
and banking support but is facing challenges and 
may be further tested when deferred loan 
arrangements come to an end. The potential 
oversupply of apartments in Sydney and Melbourne 
has been highlighted further during COVID-19 with 
reduced migration and falling numbers of 
international students playing a part in reduced 
rental demand. In CBDs, rental rates have 
moderated and vacancies increased as tenants 
reconsider city centre living, weakening CBD 
high-rise development values. 

Freestanding housing demand has continued to be 
quite buoyant with many homes holding value and 
owners considering renovation and refurbishment 
options. Sales volumes for residential land are solid 
with banks reporting an escalation in owner 
occupier and new construction finance applications 
and approvals.

IOOF Investment Services Ltd applies an allocation 
of Australian direct property to a number of its funds 
via its internally managed Property Plus vehicle that 
has a strong long-term track record. To find out 
more, visit ioof.com.au/adviser-investments

The COVID-19 pandemic has challenged all asset classes and the property 
sector is no exception. Here we take a quick glance at the four main sectors in 
Australia to reveal that not all property is performing equally.

Advice Strategy //

BY SIMON GROSS 
IOOF, Head of Property

Disclaimer - Prepared and issued by IOOF Investment Services Ltd (IISL) ABN 80 007 350 405, AFSL 230703. While information has been prepared with all reasonable care, no 
responsibility or liability is accepted for any errors, omissions or misstatements however caused. This material may be considered to be general financial product advice only. Past 
performance is not a reliable indicator of future performance.

My VISION for financial advice
"To look after the financial wellbeing of Australians by understanding their 

needs and doing what’s right to secure their future."
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Investors Mutual, one of
Australia's most established value

fund managers shares its
guidelines for successful
sharemarket investing.

We’re currently offering a 25%
discount for AFA members. Use

the code AFA25%OFF before 31
January 2021.

iml.com.au/20-lessons

Investors Mutual Limited is the responsible entity AFSL 229988

IOOF Investments

This information is provided by IOOF Investment Services Ltd ABN 80 007 350 405, AFSL 230703. This is general information only and does not take into account clients’ 
financial circumstances, needs and objectives. Before making any decision based on this document, clients should assess their circumstances or seek advice from a 
financial adviser. Clients should consider the product disclosure statement available at www.ioof.com.au before they acquire a financial product.

IOOF MultiSeries is our range of multi-manager funds that are predominantly actively managed and at a 
lower cost when compared to other active funds. For those that prefer to have access to our comprehensive 
menu of active managers, IOOF MultiMix is our premium range of fully-active multi-manager funds.

To learn more about our multi-manager solutions contact your Client Solutions Manager – 
ioof.com.au/MyCSM

Choose the right speed for 
your client and accelerate 
with confidence.



Business Growth //

The new business proposition: 
health, wealth and happiness 

“Everyone knows they should have health insurance, 
but not every client understands how it fits into their 
overall position,” says Jeff Thurecht, CEO of 
Evalesco Financial Services. “As financial advisers, 
we get to have these really important conversations 
with our clients – we collect all this information 
about them and build these deep relationships – but 
then it often ends up that you’re really only helping 
look after one part of their needs.”

Key to running any successful business is the ability 
to both attract new customers and retain existing 
clients, both of which are generally best achieved 
through adding product value and increasing 
customer engagement. 

AIA Vitality – the personalised, science-backed 
health and wellbeing program AIA Australia 
customers can add to their health or life insurance 
policy – does both. With a focus on helping 
customers know more about their health so that 
they can take steps to improve it, the program 
features regular ‘touchpoints’ – including an 
interactive mobile app, website and email reminders 
– that encourage members to engage in exercise 
and complete health assessments. In return, 
members earn AIA Vitality Points, unlocking benefits 
such as up to $500 in Shopping Rewards, 
discounted partner gym memberships, flight 
cashbacks and reductions on their premiums. AIA 
Australia customers also become eligible for 
discounts on their health and life insurance 
premiums when they bundle these two products 
together.

A recent study by AIA Australia and Quantium 
showed a clear link between lower depression rates 
and healthier lifestyle choices (e.g. engaging in 
exercise, getting enough sleep, eating a healthy diet 
and not drinking too much alcohol or smoking). 
Coupled with the AIA Vitality program, findings such 
as these offer advisers an opportunity to expand the 
kinds of engagement they have with their clients, 
from one focused on protecting a client’s financial 
security to one that also prioritises their wellbeing. 
Through AIA Vitality, advisers can track and check 
in with their clients on their progress, set goals and 
objectives with them, and keep them motivated on 
their journey to improved mental and physical 
health. 

“Combining the three elements of life insurance, 
health insurance and AIA Vitality has worked really 
well for us and our clients,” says Jeff. “It hasn’t had 
a massive impact on the cost of servicing clients, 
and having that conversation with them now feels 
like a natural extension; it’s allowed us to feel more 
confident, which has flowed on to great outcomes 
for our clients. Certainly in terms of ongoing 
engagement with our clients, and the different 
conversations we’ve had with them, it’s been a very 
powerful communication tool.”

At AIA Australia our dream is to champion Australia 
and New Zealand to be the healthiest and best 
protected nations in the world. By working with you, 
we can help your clients take those small steps that 
add up to a healthier lifestyle, expanding your 
business proposition to one that includes their 
health and happiness.

Far from being seen as an additional responsibility that advisers often get 
saddled with, providing clients with information on health cover should be 
regarded as an opportunity. Whether your business is fully established, 
seeking growth or just starting up, adding health and wellbeing to your suite of 
product and service offerings can help expand the conversations you’re 
having with your clients and enhance your business proposition.

Copyright © 2020 AIA Australia Limited (ABN 79 004 837 861 AFSL 230043). This is general information only, without taking into account factors like the objectives, financial situation, 
needs or personal circumstances of any individual and is not intended to be financial, legal, tax, medical, nutritional, health, fitness or other advice.
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• New look, modern design
• Faster and easier to navigate
• User friendly (mobile optimized)
• Easy to locate member resources
• Self service features

– Download membership certificate
– Preview and amend profile

Visit afa.asn.au today!

Your refreshed 
member website

AIA Australia,  now for life, 
health and wellbeing.

We are proud to launch  AIA Health with 
AIA Vitality.

Let us help you retain,  grow and target 
 new clients. It’s all part of our commitment 
to helping our customers live healthier, 
longer, better lives.

Referring your clients is easy.

To find out more speak to  your  
AIA representative.

Kate Naess, Australian Paralympian and 
AIA Vitality Ambassador.

aia.com.au/health
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WHEN FACING 
UNCERTAINTY, 
DELIVER SECURITY.
In these unpredictable times, certainty has never been more 
important to working Australians. Income security is top of 
mind, but so is concern about insurance affordability. 

We want to make sure more Australians have the income 
protection they need, with a simple and affordable product 
that offers the best of both worlds: flexibility and certainty. 

OneCare Income Secure Essentials fills this gap. And by 
making it easier to have the IP conversation, you can make 
sure more clients have the protection they need. 

Speak to your Business Development Manager  
or visit onepath.com.au/essentials

This information is for adviser use only, it does not take into account any personal objectives, financial situations or needs. You should consider these factors, the appropriateness of the information and the relevant Product Disclosure 
Statement (PDS) before making any decisions or recommendations. This information is current as at August 2020 and may be subject to change. It is derived from sources believed to be accurate as at this date. It should not be considered 
to be a comprehensive statement on any matter and should not be relied on as such. OnePath Life Limited ABN 33 009 657 176, AFSL 238341 (OnePath Life) issues OneCare. This includes OneCare External Master Trust and OneCare SMSF. 
OnePath Custodians Pty Limited ABN 12 008 508 496, AFSL 238346 (OnePath Custodians) issues OneCare Super. OnePath Life and OnePath Custodians are not related bodies corporate.



Professionalism //

BY JAMES FORD 
AFA WA Director

Purpose, unity and a 
bright future ahead 

In no order of any particular significance, one was 
the AGM in Canberra conducted towards the end of 
the LIF matter. While there are many varying 
opinions about LIF, I was impressed with the 
solidarity of the Board to negotiate an outcome in 
conjunction with the FPA (an historic first 
collaboration on a critical matter brokered by then 
President Deb Kent and CEO Brad Fox and ably 
increased with additional effectiveness by current 
CEO, Phil Kewin) and how we stood together as a 
unified body at the AGM.

Another was my duty to host the Chairman of the 
Asia Pacific Financial Services Association (APFinSA) 
to our national conferences. It is clear that it is 
essential for us to interact with APFinSA and its 
other member countries because of the FChFP and 
ChLP designations we use under licence and also 
to what we may learn from the changes occurring to 
our profession in adjacent Asia.

Another stand out moment is the first sign of a 
reduction in the momentum of regulation as shown 
by the extension to the FASEA Education timetable 
that occurred in large part because of the work by 
AFA members.

Western Australians generally seem to punch above 
their weight (possibly a contentious claim) and this is 
no different in the AFA. The amount of interaction 

between members, the success of the Mentoring 
program and the constant search for appropriate 
responses to challenges that are laid upon advisers 
show that WA members look beyond just their own 
business and welfare.

This is why I continue to actively support the AFA 
and have accepted an invitation to be the State 
Chair of the Practitioners Community of Practice. 
Active membership of our professional associations 
is essential so that advisers can adequately convey 
the message that our clients are being 
disadvantaged with the increasing cost of advice 
under the current round of regulatory, compliance 
and professionalism requirements. There is 
mounting evidence that this is disenfranchising 
many Australians. Hopefully we can create a future 
for financial advice that allows as many Australians 
to access advice at a cost and standard that has 
become evident from 2017. The standard is first 
class as shown by the very low rate of complaint 
and disputes adjudicated by AFCA and that two 
thirds of those adjudications are found in favour of 
advisers. A very high standard indeed.

Finally, I thank all Board members with whom I have 
served in the last six years as I treasure the sense of 
purpose, the debates about various matters and the 
camaraderie we shared.

Since my service as the WA Director on the AFA Board has concluded, 
I’ve reflected about what the three most stand out moments were during the 
6 years I served.

SK and Irene Samy, James Ford at 2019 united. AFA Conference WA Lifeline Charity Cheque Presentation May 2018 

My VISION for financial advice
"To be an association influencing positive and efficient outcomes for 

advisers so they can deliver quality advice to all Australians"
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Giving Back – Why to consider 
it as part of your business

I realised how important it is to educate people about the 
often-complex world of finance. Because the smallest changes 
can make the most significant difference. I said goodbye to my 
nearly 10-year career in intellectual property law, and I 
committed to helping people plan for a financially secure future. 

I have now been in the financial planning industry for just over 
seven years. During these seven years, I have spent time 
learning from many various professionals in conjunction with 
many years of industry-specific study. I have completed my 
Certified Financial Planner®, Accredited Aged Care 
Professional™, and SMSF Specialist Advisor™ qualifications. 
And if that wasn’t enough, I am currently undertaking a Master 
of Financial Planning (thanks FASEA!). 

My Dad’s MS Journey 
It took Dad’s medical team years to settle on a diagnosis 
because Dad didn’t fit into ‘the box’ of those who are commonly 
diagnosed with MS. 

Dad’s symptoms manifested in his inability to use his right arm. 
Dad, like most of us, is right-handed. Take a moment to think 
about all the things you do with your dominant hand – the 
everyday things in life you don’t give much thought to like 
writing, shaving, getting dressed, doing your shoelaces…the list 
goes on. All these things became a challenge for him. 

As Dad’s MS got worse, he was unable to use a lot of his right 
side. The positive news is that since that early deterioration, 
Dad’s MS has remained dormant. Others aren’t so fortunate, 
with their deterioration concentrated over a short time. The 
nature of this insidious disease means that no one knows how 
or when they will be impacted. There is no cure for MS, so all 
you can do is control the symptoms with an array of drugs.

Giving back to the community through 
the Pro-bono Advice Network
My experience with my Dad not only changed my career 
direction; it inspired me to look at the bigger picture and find 
other ways to assist the 25,600 plus Australians living with MS 
through both fundraising and advocacy. 

I started providing pro bono financial advice to individuals and 
families going through a health crisis first as a member, and now 
a Board Director of the Pro Bono Financial Advice Network 
(PFAN). I have also been honoured to be collaborating with 
PFAN’s Board and the MS Educational Team to prepare and 
present a series of webinars targeted to individuals with MS, 
their carers and their families, about the benefit of obtaining 
financial advice. Following my Dad’s diagnosis, and the events 
that surround his journey, this is and always will be a cause very 
close to my heart. 

The webinars’ purpose is to highlight to the MS community the 
value and benefit of consulting with a financial adviser to ensure 
adequate current and future financial plans are in place. Using 
real-life examples of individuals that came directly from the MS 
Connect Support team, the webinars explained the role and 
scope of a financial adviser, outlining how an adviser assisted 
the individual in the example provided. 

Two of the many case examples include:

I am 45 years old, I had been diagnosed with MS about 15 
years ago, it has been a slow progression up to now, and 
I had to cut back on my work. My two kids are in their late 
teens. I am a single mother, my ex-husband is not involved 
with the children or me. I am finding that I can no longer 
work as I make mistakes and cannot stand. 

I was let go three months ago after ten years of working in 
insurance; I am 55 years old. Even though I am “looking for 
work”, I know I cannot hold on to a job, my memory is just 
not there anymore. I live with my wife, who works and also 
is my carer. I feel like I am not contributing, and that is a 
problem for me.

While these are only basic pieces of information, we developed 
fictional financial situations to show the difference a financial 
planner can make to someone’s long-term position. Such as 
outlining the insurances someone has within their 
superannuation and how a successful claim on these can 
materially improve their ongoing cash flow, or what strategies 
can be employed to maximise someone’s Disability Support 
Pension payments. 

About me and my journey
My Dad was diagnosed with Multiple Sclerosis (MS) at the age of 55. While dealing with the 
devastating diagnosis and an uncertain future, Dad discovered he was eligible to receive an 
income protection payout. That discovery changed the course of his life and mine. 

Professionalism //

BY NICOLA BESWICK 

My VISION for financial advice
"To create a profession that focuses on making a difference to clients, so 

our clients are empowered to live the life they desire and deserve."

26 Vol 24. Issue ThreeThe Financial Adviser



Professionalism //

Conclusion
These are only two of the countless people I’ve met 
along my journey so far. However, this work a privilege. 
Not only has it equipped me with a deeper 
understanding of financial planning, but it has also given 
me a humbling sense of perspective.

To reiterate an article recently written my fellow PFAN 
board member, Niall McConville, giving back to the 
community provides a sense of fulfilment through 
positively impacting the lives of others and their families. 
It also helps increase the positive value that obtaining 
financial advice provides within the community, further 
expanding an appreciation for the work we all do. 
I encourage you all to consider joining PFAN. It’s a 
beautiful way to support those, at a time when they need 
support the most. 

Join the Pro Bono Financial 
Advice Network today and 
help by providing pro bono 
advice to everyday Australians 
suffering financial hardship, 
specifically triggered by 
personal health crisis.

   I am 45 years old, I had been 
diagnosed with MS about 15 
years ago, it has been a slow 
progression up to now, and I 
had to cut back on my work. 
My two kids are in their late 
teens. I am a single mother, 
my ex-husband is not involved 
with the children or me.  I am 
finding that I can no longer 
work as I make mistakes and 
cannot stand.

For more information and  
how to join visit afa.asn.au
Find Pro Bono Financial Advice 
Network under ‘Membership’

You can help
“

”

PRO BONO

FINANCIAL ADVICE NETWORK

Some success stories 
There have been so many positive experiences through the 
work I do with the MS community.

I’ve had the privilege to provide pro-bono advice to a 63-year-
old lady whose primary concern was the loss of her Centrelink 
Pension, and what had been her only source of income for 
many years. The loss was as a result of an inheritance from her 
late mother. As her MS impacted her attention span, all 
concepts had to be explained slowly and in basic terms. 
Fortunately, her son had financial power of attorney and was 
able to assist in all decision-making processes. I prepared an 
advice document to invest her funds to receive a higher income 
and mapped out how to maximise her superannuation 
contributions over time. 

Another example is a couple with two teenage children. They 
were after an understanding of their overall position. The 
husband had been living with MS for around seven years and 
had recently reduced his working commitments. His wife, a 
self-employed bookkeeper, managed the family finances. 
I prepared a roadmap of their current position, the timeframe 
around repaying their small outstanding mortgage and provided 
an overview of their superannuation and insurances for their 
future understanding (should the need arise). This provided 
much-needed comfort to them, as they gained security and 
peace of mind around where they were headed.
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More information
Please contact our Team at Adviser Solutions Team 
at AUadvisersolutions@morningstar.com or on +61 2 9276 4550

For you
 f A range of investment products aligned to the 
way you run your business and serve your clients

 f The behavioural coaching support you need to 
coach your clients to stick to their goals 

 f Assistance with migrating existing 
client portfolios 

 f Marketing and client engagement tools

 f On the ground support from a regional Adviser 
Solutions Team member

For your clients 
 f Professionally managed, well-diversified 
resilient investment portfolios

 f Focus on growing wealth and preserving capital 

 f Accessed in a way that works for the investor; 
Managed Funds, Managed Accounts  

 f Client friendly investment insights and portfolio 
updates to keep your clients engaged, informed 
and confident they’re on track to achieving 
their financial goals

We provide your clients with investment solutions designed to achieve their 
financial goals. We provide you the support you need to run a scalable, 
efficient and modern advice practice the way you want to. 

© 2020 Morningstar Investment Management Australia Limited, ABN 54 071 808 501, AFSL 228986.

Expect more with Morningstar 
Investment Management



The power of small wins

What is a “small win”?
A small win is that “little step forward” that you achieve that gets 
you closer to your goal. 

Let’s say, you set a goal in January to lose 10 kilos by the end of 
the year. The challenge? Goals — especially big ones — can be 
demotivating. Losing that much weight is a daunting task – and 
you’ll have to wait for 12 months to see if you’ve made it. 
Imagine instead if you set a goal to lose half a kilo a fortnight 
instead? Now you have a series of manageable milestones – 
which can give you regular motivation.

Why does it work?
You create momentum. On its own, one small win may seem 
unimportant, but a series of small wins begins to compound 
over time.

Change creates stress. While a certain amount of stress can be 
positive, too much is a bad thing. We want to feel charged up about 
moving forward without losing confidence in the face of setbacks. 

Another benefit of small wins is that if things go off the rails, as 
they do, failure leads to minor disappointments rather than 
catastrophic setbacks. This can help you to avoid failing to act, 
rather than acting and failing. So, it’s easier to keep tracking 
towards your big goals.

How can you create your small wins?
The idea is to define the action steps that, if you follow them, will 
inevitably lead to achieving your big goal. Say your goal is to 
write a book, one key action step might be write 300 words a 
day. Or you want to be less stressed, so you commit to 
meditating for 5 minutes a day.

The best type of small wins needs little time or effort:

• You want to achieve your win in under 10 minutes. Your wins 
need to be small to make sure you complete them. More 
than 10 minutes and you’ll lose the motivation to get started. 

• Your new habit needs to be so small that you think “anyone 
could do that”. In fact, if you miss a day, you’ll feel 
embarrassed. Small wins need to be too small to fail. This 
way, you’ve got no excuse to do your small win.

Once you have defined your small win, it’s helpful to put it into a 
statement like this: “I will (small win) every single day for at least 
(amount of time) minutes.”

Here are some good tips for practicing your small win every day:

• Start Small: Once your new practice is part of your daily 
routine, you may want to ramp up. When you’re starting out 
make it so easy that you can’t say no.

• Do It Daily: consistency is key. It’s much better to exercise 
every day for 10 minutes than a 2-hour session on Sundays. 

• Same time, same place: It helps to complete your small win at 
the same time and place every day. You’re already trying to 
form a new behaviour so keep the other variables constant

• Insert It into a Routine: when trying to change behaviour, the 
less you change of the rest, the better. Inserting your small 
win into an existing routine is a simple way to ensure you’ll 
practice your new habit. Listen to a podcast while you walk. 
Write a few pages of your book before breakfast. It helps to 
piggyback your new habits with other habits or routines that 
you already have.

It’s important to set the bar for progress low enough, that you 
can be excited by your small steps. Aim to improve 1% every 
day until it becomes a part of who you are. As they say “Rome 
wasn’t built in a day”. And that’s okay – just change a little every 
day. And in time, you’ll be able to look back and marvel at the 
power of compounding small wins.

It is tempting, during a time of significant industry restructuring for us to respond with frustration 
over what we can’t control and radical moves for what we can. 

Yet, what I was reminded of with Natalie Cook’s fantastic keynote presentation at the recent AFA 
Conference is that success often relies upon many, many “small wins”. Less is often more.

Communities of Practice //

BY KATE MCCALLUM
AFA Inspire National Chair

Sources: King, J. “The Big Power of Small Wins”, Medium 8 June 2019; Silvestre, D. “Focus on Small Wins for Massive Growth in your Life” Medium 6 November 2018; Taylor, B “To 
Solve Big Problems, Look for Small Wins” Harvard Business Review 5 June 2020.

My VISION for financial advice
"Accomplished professionals, like doctors, of head 

and heart. One parents want their kids to be!"
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Over the past few years we’ve seen many practices 
transform the way they approach advice. Some are 
reducing their number of active clients to establish 
deeper and more trusted relationships.1 Others are 
moving to a multidisciplinary business model so 
they can offer a more holistic service.2 A growing 
proportion of advisers are changing licensees or 
setting up their own so they can have more control 
and flexibility in their business.3 At the heart of all of 
these changes is reinventing the client experience 
through a modern approach to advice.

While this transformation was already well underway 
before the Coronavirus, it has been expediated by 
the need to work remotely and conduct virtual client 
meetings. For some businesses, this has meant a 
dramatic shift in the way they’ve historically 
delivered advice.

What is modern advice?
Bryce Quirk, General Manager of Advice 
Relationships at Colonial First State, explains that 
modern advice businesses have evolved from a 
product-driven advice model to a tech-savvy 
approach with clients at the centre. 

“These businesses are adaptable, flexible and in 
control,” said Quirk. “This has made it much easier 
for them to make adjustments to their business 
during periods of lockdown and social distancing.”

Advice models that only centre around portfolio 
construction, risk management and retirement are 
no longer meeting the needs of many of today’s 
clients. Instead, modern advice businesses are 
taking a multi-dimensional and values-based 
approach by designing an advice strategy to meet 
each client’s goals and aspirations.

“Modern advice businesses aren’t reinventing the 
wheel,” said Quirk. “They’re working out how to be 
more strategic, sustainable and cost-effective, so 
they’re well-placed for whatever comes along.” 

A new advice blueprint
Digital disruption has removed information 
constraints and we’ve seen an increase in demand 
from clients for transparency, community forums 
and online reviews for financial advice. Modern 
advice businesses are meeting these expectations 
by delivering information that is digital, personalised 
and engaging – and at the same pace and quality 
that clients are used to with other service industries.

Quirk believes that modern advice businesses 
appeal to a broader range of clients. This includes 
Millennials, who are currently between their mid-
twenties and late thirties and are set to inherit the 
wealth of the Boomer generation.

“Modern advice businesses understand that Millennials 
may not be looking for ongoing advice – at least to 
begin with. They’re using technology to engage with 
Millennials and build a relationship by helping them 
develop more successful financial behaviours.”

Opening new channels
Modern advice businesses are as tech-savvy as 
their clients. They offer digital tools to make advice 
convenient and personalised – such as digital fact-
finding and budgeting tools, electronic signatures and 
live information on accounts and portfolios. Digital tools 
put richer, more personalised client data at an adviser’s 
fingertips. They help provide a better understanding 
of what clients want and help build scale around 
marketing, engagement and implementation. 

Technology can be a vital tool in demonstrating the 
value of advice to both new and existing clients. By 
standardising advice delivery, it can free up time 
while also providing clients with a personalised and 
engaging experience.

“The rise of the modern advice business is a positive 
and necessary development,” said Quirk. “It brings 
new purpose to the industry and, most importantly, it 
offers a sustainable way to provide valuable financial 
advice to a new generation of Australians.”

As the advice industry undergoes unprecedented change, there are 
opportunities emerging for advisers who are willing to transform their business.

Innovation //

Disclaimer: Colonial First State Investments Limited ABN 98 002 348 352, AFSL 232468 (Colonial First State) is the issuer of super, pension and investment products. This is based 
on the understanding of current regulatory requirements and laws as at August 2020. While all care has been taken in the preparation of this document (using sources believed to be 
reliable and accurate), to the maximum extent permitted by law, no person including Colonial First State or any member of the Commonwealth Bank Group of companies, accepts 
responsibility for any loss suffered by any person arising from reliance on this information. This information is for the adviser only and should not be handed on to any investor. This 
information should only be treated as educational and not taken as any form of advice including but not limited to financial, business, or marketing. Seek professional advice when 
necessary. It does not take into account any person’s individual objectives, financial situation or needs. You should read the relevant Product Disclosure Statement (PDS) and Financial 
Services Guide (FSG) before making any recommendations to a client. Clients should read the PDS and FSG before making an investment decision and consider talking to a financial 
adviser. The PDS and FSG can be obtained from colonialfirststate.com.au or by calling 13 18 36.

1 Investment Trends, 
Planner Technology 
Report, 2018

2 Elixir Consulting, 
Adviser Pricing Models: 
Research Report, 2017

3 Elixir Consulting, 
Adviser Pricing Models: 
Research Report, 2017

A modern approach to advice

30 Vol 24. Issue ThreeThe Financial Adviser



Vol 24. Issue ThreeThe Financial Adviser  31

WHATEVER LIFE 
THROWS AT YOU
WE’RE READY

Colonial First State. 
With you, whatever life throws at you. 
colonialfirststate.com.au/adviserwithyou

We’ve seen a lot together over the last 32 years.

Whether it’s a mining boom, devastating bushfires, 
a GFC or a global pandemic, we’ve seen it all. 

Whatever comes next, we’re ready to help you adapt 
to your clients’ changing needs.

Colonial First State Investments Limited ABN 98 002 348 352, AFS Licence 232468 (Colonial First State) is the issuer of super, pension and investment products. This information is for advisers only. It does not take into account any person’s individual objectives, financial situation or needs. You should read 
the relevant Product Disclosure Statement (PDS) and Financial Services Guide (FSG) before making any recommendations. Clients should read the PDS and FSG before making an investment decision and consider talking to a financial adviser. The PDS and FSG can be obtained from colonialfirststate.com.
au or by calling us on 13 18 36. 26942/0820



Ensuring the sustainability of 
life insurance in Australia

Life Insurance Impact of 
COVID-19
In March and April, as businesses were forced to 
close in response to social distancing measures and 
employees were stood down, life insurers 
responded to an increasing number of financial 
hardship requests from customers. 

In coming years, it is likely insurers will also paying 
an increased level of claims that will be a result of 
the economic impacts of COVID-19. On the one 
hand, this is a good thing as we know we will be 
helping customers in their time of need. On the 
other, the reality is COVID-19 will impact a life 
insurance industry already under pressure and 
place it at further risk. 

APRA’s unprecedented intervention in the Retail 
income protection market demonstrates the 
seriousness of the situation. Its latest statistics 
revealed that life insurers had recorded a loss of 
$1.4 billion for the year ending June 2020. This 
result is further compounded by the $3.4 billion that 
life insurers have lost over the past five years 
through the sale of Disability Income Insurance (DII).

Returning to sustainability
Life insurers have to take significant steps now to 
ensure they are sustainable for the future and to 
deliver positive adviser and client outcomes. APRA 
has reinforced this in its directive to life insurers, 
which have resulted in the removal from sale of 
Agreed Value policies. There are further changes 
ahead. The income protection propositions of the 
future are likely to be very different from those that 
were offered in the past. These changes present 
challenges for all industry participants. They are also 
necessary to ensure that Australians retain the 
ability to protect their income. 

Returning to sustainability
One of the key steps insurers must take in order to 
achieve long term sustainability is to make premium 
adjustments to their insurance portfolios. However, 
this is only one component of achieving a 
sustainable future. 

Life insurers need to focus on making it more 
efficient to provide life insurance advice (both 
upfront and ongoing) by reducing their cost to 
serve. The ability to invest in technology solutions 
will be vital to achieve this. For clients, it’s about 
providing them with the clarity, transparency and 
information they need about their insurance. 

Our research shows that unless risk advisers can 
remove 20-25% of their cost base, advice will not be 
profitable, leaving many Australians to make 
important financial decisions on their own.1 With a 
declining number of advisers there is a danger that 
within three years only the wealthiest 15 percent of 
Australians may be able to access life insurance 
with personal advice.2 

If we’re going to have a sustainable advice sector, 
commissions must continue to remain an option 
that supports everyday Australians having access to 
much-needed financial advice during key life 
moments like buying a home or transitioning to 
retirement.

We must also invest in product innovation – looking 
at benefits, definitions and product design. And 
programs that support and encourage customers 
as they return to health, such as Best Doctors and 
return to work support for claimants.

The rate of change over the last few years has been 
intense for all industry participants. Despite this, we 
must continue to invest in product innovation and 
technology to ensure that life insurance and advice 
are available for the many, and not the few.

COVID-19 has re-emphasised the important role life insurers play in protecting 
Australians and their families in times of crisis. We make a promise for life when 
someone takes out a policy to be there for them when they need it most. 

Advice Strategy //

BY SEAN MCCORMACK
Chief Life Insurance Officer, MLC Life Insurance

1 Cost and Efficiency 
of Delivering Life 
Insurance Advice Report, 
December 2019

2 Choice and Access to 
Life Insurance Campaign 
2020

My VISION for financial advice
"My vision for financial advice is that advice is accessible and affordable 

for many, not the few"
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Call your Distribution Team Member or visit  
mlcinsurance.com.au/partnering-with-us

 *Amount paid for all MLC Life Insurance claims in 2019. 

MLC Limited ABN 90 000 000 402 AFSL 230694 
uses the MLC brand under licence. MLC Limited 
is part of the Nippon Life Insurance Group and 
not a part of the NAB Group of companies. Any 
references to ‘we’, ‘us’ and ‘our’ means MLC Limited. 

Supporting Australians through difficult times is what 
we’re here for. COVID-19 is proving especially challenging 
for some of our clients and the advisers who support them. 
We’ve spoken with clients and advisers around the country 
about what they need most and we’re taking action.

We’re proactively supporting clients during COVID-19.

We’re caring for clients’ well-being and their mental 
health in new ways through Best Doctors, Mental 
Health Navigator and MLC Assist.

We’ve paid $1.3 billion in claims for 2019* 

We’re continuing to invest in our technology and 
processes to provide you and your clients with a better, 
more efficient and responsive service.

Supporting you and 
your clients through  
challenging times.

M
LC
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34
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MLC Limited ABN 90 000 000 402 AFSL 230694 uses 
the MLC brand under licence. MLC Limited is part of 
the Nippon Life Insurance Group and not a part of the 
NAB Group of companies. Any references to ‘we’, ‘us’  
and ‘our’ means MLC Limited. 

Supporting Australians through difficult times is what we’re here 
for. This year has been especially challenging for many clients 
and the advisers who support them. 

We’ve spoken with clients and advisers around the country about 
what they need most and we’re taking action:

•  We’re proactively communicating to clients during COVID-19 to 
provide clear information about our services like Best Doctors, 
Mental Health Navigator and MLC Assist.

•  Our team of Claims Recovery Specialists continually strive to 
provide support to those on claim that have experienced the 
impacts of COVID-19.

•  Since February, we’ve extended vocational support to clients 
and business support such as coaching for advisers and the 
self-employed.

To find out more, call your Distribution Team Member  
or visit mlcinsurance.com.au/partnering-with-us

Supporting you and your clients 
through challenging times.
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5 THINGS TO CONSIDER 
BEFORE JOINING 
A LICENSEE
Important questions to ask

DOWNLOAD THE EBOOK

Visit www.centrepointalliance.com.au/afa/ebook

THIS EDITION OF THE  
MAGAZINE IS CPD ACCREDITED
Read this magazine and answer the 
questions online at afa.asn.au 
(search for Financial Adviser Magazine)

For CPD assistance contact campusafa@afa.asn.au

EARN 1.5 CPD HOURS 



Innovation //

BY CHARLES BLAKE

Apply smart 
telecommunications 
to your business

With the shift to flexible work arrangements, the 
need to stay connected to colleagues, clients and 
the wider community whilst performing work tasks 
compliantly in any environment has become more 
important than ever. The right tech set up can 
significantly assist companies to achieve all of this! 
AVANSER technology enables people to seamlessly 
work from anywhere.

A key investment companies can utilise to future-
proof their business, especially in the current 
macroeconomic state, is Cloud-based phone 
systems. They are inexpensive compared to 
traditional PBX systems that require periodical 
hardware updates. Not only do they cost a fraction 
of traditional PBX systems to maintain, but they are 
also scalable and flexible to innovation, 
incorporating smart technology and features. 

SIP (Session Initiation Protocol) is technology that 
delivers phone calls over the internet rather than 
traditional phone lines. SIP allows calls to be made 
through any connected device, whether it is mobile, 
tablet, laptop or desk phone. SIP connection is 
perfect for businesses that have remote workers or 
companies where teams use their own devices. 

Using a secured and reliable SIP connection, the 
combination of unlimited high-speed business 
internet and SIP-ready phone system will provide 
your business with all the right tools and expertise 
to operate in a flexible working environment. 

In addition to the potential cost savings, a SIP 
connection enables companies to:

• Eliminate the need for a fixed answerpoint 
– With SIP your AVANSER line can become the 
answerpoint, saving you time and money. It also 
allows you to easily change your answerpoint in 
short notice when there is a need for it. 

• Speed up connection times – AVANSER can 
pass calls to SIP extensions rapidly. Every 
second counts when alleviating abandoned 
calls, SIP minimises the time your clients or 
colleagues spend waiting.

• Limit the amount of numbers needed 
– A single tracking number can have as many 
extensions as needed.

By using AVANSER SIP you have the option to 
bundle it with unlimited high speed business 
internet, SIP-ready phone systems, as well as the 
full suite of call handling solutions to deliver your 
ideal client experience and call flow. This includes 
call transcription (SCRIBE) that fully integrates with 
Xplan and other CRMs. Not only will this greatly help 
your company reduce cost, but it also provides a 
single point of contact for all your telco needs - one 
bill for all services. 

The quality of your call will depend on the quality of 
your internet connection. Most companies utilising 
SIP will have dedicated bandwidth for their calls to 
ensure a quality connection. AVANSER offers 
business-grade NBN broadband, Fibre 400 and 
Fibre 1000 plans which guarantee upload and 
download speeds that do not fluctuate at any time 
of the day. 

You can also incorporate advanced call handling 
features like:

• Call Notification so your team can return missed 
calls promptly or re-engage a lead while they’re 
still hot.

• SCRIBE - to enable your phone calls with clients 
and voicemails to be accurately transcribed and 
recorded within minutes.

• Call Routing so your calls can be directed to 
your preferred answer point or customise it 
based on the business needs. 

Set up 2021 to be the year of making smart 
technology changes for the better, so that you can 
get back to spending more time on delivering 
outstanding advice and service to clients. AVANSER 
can partner with you from the planning through to 
ongoing refinement stage.

Having absorbed the challenges of the year so far, you can now focus on how 
you will thrive as a Progressive Advice Firm that utilises smart telecommunications 
for all client conversations.

My VISION for financial advice
"Australians make optimal financial decisions to have 

their desired lifestyles"
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Advice Strategy //

BY ARUNA WICKREMASINGHA
CEO and Co-Founder, Your Wills

Estate planning in an ever-
changing digital environment

Innovation has never moved at a faster pace – 
which, in part, can be attributed to the challenges 
associated with COVID-19.

We are finding that there has been a seismic 
acceleration towards digital first solutions that are 
easy to use and provides a direct compliant solution 
to your client. This enables clients to get the 
outcome they want, at their convenience with our 
plug and play Will software solution that is:

• User directed 

• Timely

• Cost effective

• Compliant and user friendly

Whilst you’ve got your client’s superannuation and 
insurance under management, we understand it has 
always been a challenge to encourage clients to 
engage with their estate planning. Perhaps it’s 
because estate planning always feels like a 
“tomorrow job” – something that can be put off 
because end of life seems so distant. Coupled with 
the perception that it’s “all too hard” and “takes too 
long”, we often hear that clients avoid the task 
altogether. 

We’ve certainly noticed this with corporate 
superannuation clients during workplace education 
sessions. Questions are often asked around 
completing a Will in these sessions – specifically if 
there is any sort of template that can be completed 
in the client’s own time. This is where Your Wills 
comes in. Not only do we provide an easy to use, 
online solution to completing a legally recognised 
Will in 9 simple steps, we’ve also partnered with SLF 
Lawyers (who have offices around Australia) to help 
with any questions or more complicated situations. 
This partnership completes our client focussed 
ecosystem. 

Wills are essentially the intersection between 
financial planning and estate planning. Your Wills is 
a scalable solution with easy to use, client friendly 
email templates and tools. These are available in our 

AFA Your Wills blog. We have also placed a focus 
on ensuring that you are able to record your 
suggestion to your client to complete their Will in 
your existing CRM software – even if your client 
chooses not to go ahead. This is essential for 
regulatory compliance but also for your audit trail. If 
your client does end up passing away without a Will, 
you can clearly show any aggrieved family members 
that a formal offer was proactively made including 
the date of any follow ups. We developed this 
capability based off real life experiences of clients 
dying without legally binding Wills and the damage it 
has done to individual financial adviser’s brands.

Now is the perfect time to invest in the financial 
wellness of your staff and your clients. We would 
encourage you to reach out to your HR contacts 
and discuss the financial wellness of their staff too. 
Offering a Will solution is just one more way to 
solidify yourself as a cornerstone employer.

We have developed 3 different packages (with 
associated price points) to help ensure your client 
conversations are positive, empowering and there is 
no financial barrier to completing their Will – and 
reviewing their Will regularly as their circumstances 
change. Will storage is another benefit you can add 
to your clients.

Death is inevitable but dying without a Will doesn’t 
have to be. By proactively discussing estate planning 
with your clients, coupled with being able to provide 
them with a quick and easy online solution to 
complete their Will, this reflects brilliantly on your 
business whilst encouraging your client to plan for 
the future of their loved ones. Everyone wins.

Your Wills CEO and Co-Founder Aruna Wickremasingha explains how having a 
legally recognised Will is paramount to achieving true peace of mind and a key 
component of every Australian’s overall financial wellness.

Use the promotional code AFA10 for 
10% off any of our Will packages. 
We are happy for you to share this code 
with anyone from your personal network.

Where there’s a Will, there’s a way.

My VISION for financial advice
"Making Wills accessible to all Australians through holistic financial 

advice"
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Communities of Practice //

BY CHARLES GREEN
AFA Genxt National Chair

2021 – I’ve got a feeling, 
this year’s for me and you 

I’m normally a fan of the Oh Holy Night and Jingle 
Bells classics that drive check-out attendants to 
madness. But this year has been difficult beyond 
what any of us could have imagined when we heard 
of a little virus sweeping through parts of Wuhan just 
over 12 months ago. This year, the usual Christmas 
clichés are already wearing thin.

We’ve seen unprecedented levels of unemployment, 
low business confidence, loan freezes, additional 
government assistance in the billions and an 
economic stimulus plan that 12 months ago would 
have made Josh Frydenberg spit out his Blend 43. 

So what’s this got to do with Fairytale of New York? 
I’ll get to that, but first –

A few quick updates from Genxt to round out the 
year: 

• As I write this, I’m preparing for our AFA 
conference masterclass, which will discuss the 
FASEA professional year, what it means for new 
advisers and how business owners can integrate 
the learning requirements of graduates into their 
existing advice progress. New advisers, 
business owners and dealer groups alike – make 
sure if you missed this live at the conference, 
you go back and take a look at the recording.

• I’d like to give a huge thank you to Sean Nigh, 
Genxt’s Queensland Chair for the past few 
years. Sean has been instrumental in guiding the 
success of our community in Queensland and 
has given endless hours of his time to our 
members organising many special events. We 
wish him all the best as he takes on the 
challenge of starting his own business. 

• At the same time, I’d like to welcome Troyden 
Radcliffe as the next Chair in QLD. A long-time 

committee member and passionate adviser – I 
have unwavering confidence that the community 
up North is in great hands. 

This year is a demonstration of just how incredibly 
resilient our community can be when put under 
pressure. While stuck inside for now, I’m fortunate 
to be in a role where I have the opportunity to speak 
with advisers, fund managers and business owners 
every day. I’m afforded an insight into how they are 
feeling and their outlook on things. The profession is 
hurting without a doubt – like the rest of Australia 
– but there remains a focus on the future, a sense of 
opportunity and a desire to make the best of a bad 
situation. 

Now... Fairytale of New York.

Like most great songs, the tune has very little to do 
with the meaning behind the lyrics. It’s a pub 
classic, sing-along that feels warm and fun. You 
wouldn’t be frowned upon for skipping into a little jig 
at the work Christmas party when the accordion 
drops. But the story told is one of a couple 
struggling to see how they’ll make their next 
Christmas together. They fell in love, came to New 
York full of dreams, but together gambled and drank 
their way to ruin. There’s hope though, as they tell 
us they won’t make it alone and their dreams were 
built for each other. 

Surely this is our 2020 Christmas song. It’s 
undoubtedly been the most chaotic and trying year 
most of us have lived through, but despite the story 
being a difficult one, the tune that rings out is 
upbeat and the moral is that we’re bigger than the 
sum of our parts. 

All the best and onwards and upwards to 2021. 

Fairytale of New York is the best Christmas song of all time and this is the hill 
I will die on.

My VISION for financial advice
"For everyday Australians to view financial advice 
not just as a service, but a respected and valued 

profession in the community"
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Innovation //

BY DAN WALLER
Head of Business Partnerships, Resolution Life

Resolution Life is focused on 
protecting human spirit 

It’s not a revolutionary observation to call out the significant 
changes the financial services industry has faced in recent years 
and this year, our way of life has significantly changed in 
response to the global coronavirus crisis. In fact, we are working 
our way through what is a new normal. 

But change presents an opportunity to review, reflect and refine 
processes and focus to improve in meaningful ways.

In July 2020 the AMP Life sale to Resolution Life was completed 
and provides us with an enormous opportunity to improve our 
offer and service to our customers and advisers. We are the first 
in-force specialist in the Australian and New Zealand market. 
This means we are focused only on our existing customers, 
paying claims, supporting investment and protection objectives, 
and providing the best possible service and communications.

I joined the team to help support our understanding of the new 
Resolution Life model as an in-force specialist and how this can 
benefit our advisers and their customers. We are proud to be a 
part of the Resolution Life Group. Our journey has just begun. 
We are developing services and benefits for customers over the 
medium to long term.

Resolution Life is a global manager of in-force life insurance 
businesses. Since 2003, prior Resolution Life entities have 
deployed US$16bn of equity in the acquisition, reinsurance, 
consolidation and management of 28 life insurance companies. 
Together, these companies have served the needs of 11.5 
million policyholders while managing over US$320bn of assets.

Delivering on our insurance promise 
to customers
We are here to protect our customers. We do this by finding 
new ways to service our existing customers and becoming a 
data and insights driven business. We are tasked with designing 
a new life insurance model in Australia. Advisers and their 
customers should feel safe that we will continue to deliver on 
customer promises and services and this doesn’t change. The 
terms and conditions of a customer’s policy or plan remain 

unchanged and we remain well capitalised to continue to pay 
claims and manage our superannuation and investment 
products.

Our focus on customers and adviser 
partners
The importance of our relationship with advisers is a core pillar 
to our business. We’ve been part of the Australian life insurance 
landscape since 1849. The philosophy that underpins our 
relationship with advisers is a trusted company that is dedicated 
to helping advisers’ customers and our existing customers, with 
their insurance, super and investment needs and questions.

We’re committed to continual improvement for our advisers and 
we recently launched targeted initiatives designed to meet the 
evolving needs of our advisers and their customers. 

• A newly launched adviser support microsite at https://www.
amplife.com.au/advisersupport

• Improved our systems to provide dedicated email alerts on 
missed-premiums and lapsed notices being sent to 
customers. 

• A call campaign where our Adviser Support Managers call 
advisers’ offices when customers have missed premiums. 

• Extensive support tools to help with premium repricing 
customer engagement

• Our Insurance Transfer Offer which allow customers moving 
their super funds to transfer their insurance without 
underwriting. 

Future focused
We are committed to continued improvement in our business to 
meet the evolving needs of our advisers and customers. We 
have been able to reassess how we can best meaningfully 
deliver better services, while ensuring our commitment and 
ability to deliver on our promise of paying claims remains strong. 
In fact, last year we paid $1.114 billion in claims to 10,421 
customers.

Resolution Life’s Dan Waller, shares his views on how times of change can lead to greater focus 
on what truly matters.

AMP Life Limited ABN 84 079 300 379, AFSL No. 233671 (‘AMP Life’) has proudly served customers in Australia since 1849. AMP Limited ABN 49 079 354 519 (‘AMP’) has sold AMP 
Life to Resolution Life Group whilst retaining a minority economic interest. AMP has no day-to-day involvement in the management of AMP Life whose products and services are not 
affiliated with or guaranteed by AMP. ‘AMP’, ‘AMP Life’ and any other AMP trademarks are used by AMP Life under licence from AMP Limited.

My VISION for financial advice
"To be seen as a profession that is 

sought by all Australians!"
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Innovation //

BY DARREN STEINHARDT
Managing Director, Infocus

2020 changed advice forever 
– did your advice technology 
keep up? 

As an AFSL, we headed into the year with a clear focus on FASEA 
and how to navigate the new regulations so that our advisers 
could implement FASEA compliant advice with minimal 
disruption. Enter COVID-19 and the temporary end of face-to-face 
meetings. In an instant the capability to deliver advice digitally 
became critical. And as the markets whip-sawed, clients needed 
to be informed and communicated with – information changed 
rapidly and the speed of communications to clients was vital.

More than ever before, we leaned on our technology to steer us 
through these times.

I have always believed that advice technology solutions are 
more than a CRM module or an advice generation engine. 
Advice technology is the backbone of success for an adviser 
and their practice. It is the critical link between client, adviser, 
and the exchange of the information vital to the development 
and implementation of quality advice. It’s also the driver of 
practice growth. And for all these reasons and more, we began 
building our own technology solution Platformplus over 20 years 
ago. We are still the only advice business that owns and builds 

software that drives efficient and effective advice businesses.

When considering an advice technology solution, ask your vendors 
how they respond to changing regulations, who drives their 
decision making and priorities, and how rapidly they can implement 
these solutions. Make sure you understand whether your 
technology solution enables you to deliver advice and engage with 
your clients the way they want to be engaged with. Make sure you 
understand the continuous improvement process and ensure your 
voice as an adviser, advice practice, or licensee can be heard. 

We can’t know what 2021 will bring, but more than ever we see 
the importance of being poised to respond to change. Having 
the resources and control to do this rapidly and effectively also 
remains paramount. 

Nobody understands the advice process like an adviser, and no 
adviser wants to be at the mercy of their technology solution in 
times of change and challenge. So put yourself in a position of 
control when considering a change of advice technology – your 
success in 2021 will likely depend on it.

2020 has thrown out just about every imaginable curve ball.

My VISION for financial advice
"My vision for financial advice is a respected profession that is ardently 

called upon by all in the Australian community"
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All your advice technology needs in a single, integrated solution. 

Adviser-driven software development

Online client engagement including digital signing

Seamless advice generation with real-time compliance

Unrivalled visibility at adviser, practice and AFSL level

Our secret weapon can now be yours too. Since 1994, Infocus has relied 
on Platformplus to drive our 
expansion from a single advice 
business to a major AFSL.

Visit platformplus.com.au or 
email info@platformplus.com.au 
to book a demo today.

Platformplus Pty Ltd ABN 46 103 551 533 is a wholly owned subsidiary of Infocus Wealth Management Ltd 

ABN 28 103 551 015.

Western Australia
BERNIE FERNANDES

0429 904 115

Queensland
GEE VAS

0427 221 817

New South Wales
MATTHEW WALLIS

0412 825 978

Victoria
SARAH CONGDON

0405 184 588

Tasmania
JOHN BATCHLER

0418 121 026

South Australia
CHRIS REGENASS

0401 992 398

Synchronised Business Service Pty Ltd
ABN 33 007 207 650

Level 6, 71 Queens Road, Melbourne, Vic 3004

AFS Licence No 243313

1. Do you pay out my money as soon as you receive it?
2. If not . . . . Why not?

you should ask your Licensee

2 Questions

SYNCHRON
The Licensee that respects an Adviser’s right to
be paid in a timely fashion.



Business Growth //

BY BY MATT BROWN AND MICHAEL CSAVAS
Executive General Manager - Advice, Australian Unity, and 
General Manager - Personal Financial Services, Australian Unity 

Establishing trust is 
integral to building 
partnerships

Most likely the financial adviser that they know, and trust. 

For any adviser seeking to grow their client base, it’s integral to 
invest time into developing relationships with centres of influence 
and intermediaries who deal with clients on financial matters. 

These could be accountants, mortgage brokers and general 
insurance brokers or, alternatively, organisations that require a 
financial adviser to round out their offering for the benefit of their 
membership. 

But it’s not as simple as spending time networking, attending 
industry events, or implementing local marketing campaigns – 
developing a mutually beneficial relationship requires a 
sustained effort to build trust. 

The key to forming a long-lasting partnership is taking a genuine 
interest and developing a good understanding of a partner’s 
industry and business, and the pressures they are facing. Being 
known as an expert in a niche or specialist market is a 

foundation from which to build trust and will typically lead to 
generating client referrals more quickly. 

Once a referral arrangement has been established, providing 
regular communication and feedback is just as important to 
maintain the referrer’s trust and to ensure a mutually beneficial 
long-term relationship. 

At Australian Unity we work with our financial advisers to 
deepen their relationships with accountants, mortgage brokers 
and member-based organisations including industry 
superannuation funds. 

Specifically, our Accountant Partnership Program has been 
successful in developing partnerships with thousands of 
accountants over the past decade. By providing accountant 
partners with topical, relevant information, we have seen a 
number of them come to us over time to establish relationships 
with one of our financial advisers, or in some instances, become 
a financial adviser themselves.

Who is an accountant going to turn to when their client needs financial planning support?

It’s OK to 
not be OK...
These are some of the most challenging 
times in our industry. We believe that 
everyone needs a little help sometimes 
because it’s OK to not be OK. To access 
assistance, reach out to the AFA, FPA or 
your local MetLife team member. We’re all 
in this together.

For more information, visit: 
www.metlife.com.au/blog/blog-home/ind
ustry-insights/OK-to-not-be-ok/

My VISION for financial advice
"To help all Australians achieve economic empowerment and financial 

wellbeing – giving them a greater sense of confidence about their future 
and more protection from the challenges of life." - Matt Brown

My VISION for financial advice
"Helping Australians live their best life by improving financial 

wellbeing and providing peace of mind." - Michael Csavas
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Business Growth //

BY ALLISON DUMMETT
CEO, Matrix Planning Solutions 

Who’s got your back? 
Top performers need a team 
they can trust

Does anyone know who made Don Bradman’s bat? Or the 
names of Beyonce’s sound engineers, or Daniel Ricciardo’s pit 
crew? You get where I am heading with this.

While some die-hards may know the answers, the point is that 
there are some very dedicated and respected crew behind the 
scenes freeing up these individuals to do what they do best. 

A licensee partner is no different. Investing in integrated technology, 
qualified staff and helping advisers gain efficiency frees them up 
to see more clients and do what only an adviser can do. 

But it can make selecting a licensee a challenge. How do you 
know you will get the right support?

Here are some simple ways to test whether a licensee has the 
support team you need: 

1. Will the licensee’s technology and systems free you up to 

see more clients? Ask for a live demo where you can see full 
functionality in action, and where you can ask questions to 
see how nimble the team is. 

2. Will you be on a first name basis (and on speed dial) with the 
licensee team? Ask for the names behind the organisational 
chart – are there lots of people or just lots of roles being 
filled by the same few staff?

3. Does the team have enough depth and breadth to provide 
the services you need? 

It’s also a fair bet that the team behind the scenes knows a lot 
about the people themselves, their style and individual 
preferences. So here’s another test when you are considering a 
licensee: ask them to tell you the names of 20 advisers in random 
geographical areas without consulting their phone. If they don’t 
know their advisers, all the services in the world won’t matter.

Support crews are a vital link in the chain, enhancing personal and team performance. Allison 
Dummett CEO Matrix Planning Solutions explains why a good licensee support crew can make 
all the difference to your business.

Changing 
licensee?

matrixplan.com.au

We want to be one 
of your options.
Start a conversation with us today.

My VISION for financial advice
"Financial advice should be affordable, understandable, meaningful and 

make a difference in people's lives"
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 Online health & wellbeing brought 
to you by AFA Care & Benestar 

24/7 access to 
articles, videos, podcasts,  

blogs and self-assessment tools.  
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The usual conference fundraising activities – Dave’s favourite raffle, wine sales, gala dinner 
auction and handwritten donation cards – had to be reimagined for the AFA 2020 Virtual 
Conference. In doing so, we had a few ‘firsts’ !

For the first time we created the ability to make an online 
donation to the AFA Foundation as part of the conference 
registration. Over $3,000 was donated this way. Thank you to all 
of you who made your contribution this way. Now that we know 
this functionality works, we can use it again in future 
conferences and other event registrations.

We also accepted direct donations and thank Zurich for their 
$3,000 donation. Funds from registration and Zurich will go to 
Foodbank Australia. Foodbank is committed to ending hunger in 
Australia, where 1 in 5 people have experienced food insecurity 
in the last 12 months.

Foodbank rescues and sources essential food and groceries 
from the food and grocery sector. Food staples like milk, rice, 
pasta, cereal and tinned fruit are proactively purchased through 
Foodbank’s key staples program. People who struggle with food 
insecurity can access Foodbank’s support through 2,400 
charity groups across regional and metropolitan Australia and 
over 2,000 school breakfast programs.

COVID19 and the resulting widespread financial hardship 
experienced across the country has been a key catalyst in the 
rise of demand for food relief in Australia, where 

• 28% of those experiencing food insecurity have never faced 
it prior to the pandemic

• 43% of food insecure Australians are going a whole day 
without eating

• 55% skip a meal 

• 30% go a whole day without eating.

Understandably, but sadly, those with food insecurity are 5 
times more likely to experience psychological distress than the 
average Australian.

Last 3 months foodbank has sourced more key staple foods 
than in the last 3 years. From March to September 2020, 
Foodbank provided 52.2 million meals to those in need across 
Australia. 

For every $1 donated, Foodbank can provide 2 meals to 
Australians in need. We can be very proud of the thousands of 
meals we have funded through our conference donations!

Community & Marketplace //

BY OLIVIA SARAH-LE LACHEUR
AFA Foundation National Chair

Real fundraising at the 
AFA Virtual Conference 

Check out their great work at 
www.foodbank.org.au or @FoodbankAus 

My VISION for financial advice
"Consumers have choice and access to the type of financial advice they 

need in order to be healthy and thrive"
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Community & Marketplace //

A conference first!
For the first time we had a drinkable donation from a South 
Australian gin distiller. Ambleside distillers won the Best 
Australian Gin and Distiller of the Year awards just before 
conference so we were thrilled to showcase their products 
and accept $10 per 700ml bottle of selected gins sold as a 
donation to the AFA Foundation. 

Ambleside asked that the funds raised be donated to the 
Fred Hollows Foundation, an organisation committed to 
ending avoidable blindness and giving people in developing 
countries the same quality eye care the rest of the world 
takes for granted. This was an acknowledgement of our 
conference theme “Vision”.

Check out their gin at www.amblesidedistillers.com

A conference favourite! 
We were humbled to receive ongoing support from 
winedirect.com.au who have already donated over $7,000 to 
the AFA Foundation through the sale of wines at AFA 
Conferences. 

Offering a handpicked choice of red, white, or mixed 
winepacks, $40 was donated to Foundation for every wine 
pack sold. These donations will go into the Foundation’s 
corpus of funds and be used for the next Foundation Grant 
round in 2021.

As always, massive thanks and gratitude to Daryl Pratt, Sales 
Account Manager and wine guru, and the entire team at 
WineDirect !

Check out their wines and free delivery to your door at 
www.winedirect.com.au

Thank you to everyone who has supported the AFA Foundation and our charity 
partners in a year when so many charities are seeking funds to cover the increased 

demand for their services and products from an increasing number of vulnerable Australians. 

If you were unable to make a donation during the conference, and would like to support 
Foodbank provide 2 meals for every $1 donated, please contact the AFA Foundation and we 

can process your donation: foundation@afa.asn.au

The gin and tonic has saved more 
Englishmen’s lives, and minds, than all the 

doctors in the Empire – Sir Winston Churchill

Over
$7,000

donated to AFA 
through Conferences
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Community & Marketplace //

Foundation Grants Program 2020
It’s always great to hear from our Foundation Grants Recipients and share how they are utilising 
the much appreciated funding provided through the Foundation Grants Program – thanks to 
your support!

Pete’s Pantry
Robyn Elliot from Pete’s Pantry in QLD, which provides basic 
pantry staples and breakfasts to those doing it tough in the 
community, has shared with us that funds have been used to 
buy a big and little freezer and shelving which is essential for 
Pete’s Pantry to run efficiently.

The Pyjama Foundation 
The Pyjama Foundation (QLD) is committed to changing the 
educational future of children in the foster care system and to 
therefore change the direction of their life path. The Pyjama 
Foundation trains committed volunteers from the community to 
mentor a foster child in the foster home on a weekly basis.

Bronwyn Sheehan, Founder and CEO of The Pyjama 
Foundation from the Pyjama Foundation has written to tell us: 

“The numbers of clients have been down slightly due to 
the generous funding from Job Seeker and Job Keeper. 
However, numbers are starting to grow and with these 

benefits being cut back this month (Sep 2020), we see it 
rising more. The funding and the ability to buy these vital 
items has been perfect in timing – so we will be ready to 

support more in need. Once again, thank you soooo 
much for your amazing generosity.”

“The Pyjama Foundation was thrilled to receive a $2000 
grant from the Association of Financial Advisers. The 
Pyjama Foundation mentors 1400 children who are 

currently living in foster care every week. We send all the 
children in our program a book for their birthdays in the 

mail. The children just love receiving their special gift. The 
grant money we received from AFA will be put towards 

sending out the birthday books, this is a great contribution 
in our organisation.”

Maryline (Pantry co-ordinator) and Bishop John

Rev. Donna and Robyn Elliot, AFA Member and nominator of Pete’s Pantry. Bronwyn Sheehan and Louise Birrell, AFA member and nominator of The Pyjama Foundation. 
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An AFA member recently contacted the AFA Foundation to make a donation from their business. The 
funds represented commissions received where the adviser couldn’t locate the person to rebate them.

We would like to encourage you to consider donating to the AFA 
Foundation if they have the same challenge – or if you just want 
to give back!

The difficulty with rebating commissions
Rebating commissions can be logistically difficult because:

• Clients may not have been in regular contact for years and 
the adviser can’t locate them to obtain details to make the 
rebate payments

• Processing can be costly on small amounts

• Regular client remittance of commission rebates may 
constitute assessable income to the client 

• Clients may prefer to donate small rebates rather than 
receive a number of small payments.

Donating commissions to the AFA foundation is as easy as 
sending us a cheque or making a bank transfer. For details 
please email foundation@afa.asn.au 

The benefits of donating rebated 
commissions to the AFA Foundation
1. The adviser can collect the amounts otherwise regularly 

rebated and make one donation to the AFA Foundation. This 
saves the adviser processing time and costs.

2. The law prescribes that in order to advertise and mention to 
clients that you and your business are ‘independent’, 
‘impartial’ and ‘unbiased’ you can’t receive certain types of 
remuneration. 

The use of these and other words prescribed in the regulations 
are restricted under section 923A of the Corporations Act. 
The Act prohibits a person from using these words and related 
expressions in a financial services business or in the provision of 
a financial service unless they (including anyone providing a 
financial service on their behalf or anyone on whose behalf they 
are providing a financial service) does not receive:

• commissions;

• forms of remuneration calculated on the basis of the volume 
of business placed by the person with an issuer of a financial 
product (excluding asset-based advice fees); or

• other gifts or benefits from product issuers which may 
reasonably be expected to influence that person;

Community & Marketplace //

Give back – and more by 
donating unwanted client fees and 
commissions to the AFA Foundation!

If you would like to find out more about 
donating funds to the AFA Foundation, please 

email foundation@afa.asn.au

• the person operates free from direct or indirect restrictions 
relating to the financial products in respect of which they 
provide financial services*; and

• the person is free from conflicts of interest that might arise 
from any relationships with product issuers and which might 
reasonably be expected to influence the person.

*An adviser whose AFSL has an Approved Product List (APL) does not necessarily fail 
this requirement if there is a relatively broad list of products on an APL, or if the AFSL 
promotes a practical process for advisers to obtain one-off approvals to recommend 
products outside of the APL.

If the adviser is unable to return the unwanted fee or the client 
instructs them to donate the fee on their behalf the AFA 
Foundation is a great choice supporting a variety of worthy 
causes. 

3. This is a great opportunity for advisers to lead by example 
and demonstrate that they are living the values of the Code 
of Ethics.

Technical content provided by Rudy Haddad, Head of Practice Management and Technical Advice Delivery at Wealth Market
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Important information: The information on MLC Wrap Super Series 2 and MLC Navigator Retirement Plan Series 2 is provided by NULIS Nominees (Australia) Limited ABN 80 008 515 
633, AFSL 236465 (NULIS), part of the MLC Superannuation Fund ABN 40 022 701 955. The information on MLC Wrap Investments Series 2 and MLC Navigator Investment Plan Series 2 
is provided by Navigator Australia Limited ABN 45 006 302 987, AFSL 236466 (NAL). The information on the MLC Horizon, MLC Inflation Plus, and MLC Index Plus Portfolios is provided 
by MLC Investments Limited (ABN 30 002 641 661, AFSL 230705). The information is a summary only and should not be relied on for decision making and is provided solely for the use 
of authorised financial advisers and is not intended for distribution to investors and potential clients. To find out more, please refer to the relevant Product Disclosure Statements and the 
Financial Services Guide at mlc.com.au. The information is correct as at 9 March 2020, but may change in the future.

We’ve launched a new 
Core Investment List  
for your clients.
You asked for it. And here it is. The new MLC Core Investment List is now available on our  
Series 2 Wrap. It provides access to a focused range of investments from our MLC Inflation Plus, 
Horizon and Index Plus portfolios, with a simpler fee structure and competitive admin fee.

Rethink your investment platform.  
To find out more, speak to your BDM or visit mlc.com.au/adviser/platforms



Communities of Practice //

BY HAYLEY KNIGHT
AFA Pulse National Chair

You're not the only one

“But how am I supposed to know what you’re feeling?” my husband, Chris, 
asked. It was a moment that I wish I had one of those 90’s mood rings 
that I could flash in his face.

“I don’t really know” I responded. Deflated knowing 
that I couldn’t help him to help me.

In times of COVID and lockdowns, increasing 
financial pressure and tighter industry regulation, we 
are all ‘feeling it’. The messaging around awareness 
of our mental health and reaching out is 
everywhere. We all know what to do or where we 
can access assistance but a lot of us don’t, 
including me to an extent, so I thought I would share 
my experience in the hopes of bringing comfort in 
knowing that you’re not the only one.

Most of my adult life, I’ve been stereotyped as a 
classic ‘overthinker’. Someone who struggles to 
switch off and just be. Over time this ‘over thinking’ 
evolved into restlessness, anxiety over controlling 
the future and more recently increasingly negative 
thought patterns that serve no purpose but create a 
whole lot of ‘white noise’ in my head.

As soon as I wake each day, I have a sense for how 
it will pan out mentally. Some mornings my head is 
‘empty’ and I just go about my day relatively calm 
and collected. Others, I wake with a ‘fog’ or ‘heavy 
head’ and I know it’s going to be a tough one to get 
through. 

Loud noises, poor eating, kids in a bad mood, 
things not going perfectly to plan, just life really, all 
contribute to the likelihood of what I call ‘implosions’ 
towards the end of the day. 

It’s tiring and challenging, I know. Through this, the 
more I learn the more I can control it. I now know 

that when I cannot make eye contact, my voice 
lowers and I don’t want to engage, it’s time to find 
some space. I lock the door to my room and do one 
of two things when I feel an implosion coming on. 

The first is plug in my ears to some classical music. 
Trust me, I am the least cultured bogan you will 
meet, so I’m usually streaming it from YouTube as 
it’s not readily available on my playlist. But I find it 
distracts me as I follow the flow of the music to try 
and guess where it’s taking me next.

The second is sleep. Regardless of the time of day. 
Just a few days ago, I slept from 5.30pm to 4.30am 
to try and break the tornado of thoughts and refresh.

Like you, I know there’s hotlines and websites 
available but have never called. I’ve chosen to work 
directly with a professional and naturopath to sort 
myself out both physically and mentally and it’s a 
long and challenging process but find comfort in my 
progress. Comfort in the less frequent implosions, 
comfort in understanding triggers and comfort in 
having more control over my mind. 

The one thing I truly find comfort in is knowing that I 
am not alone. I share my story in the hopes that one 
person struggling out there will find strength in 
numbers. Reach out to those around you, lean on 
them, gather your supporters and trust them 
because a problem shared is a problem halved. 

And finally, from one human to another, if you need 
someone, I am here. I get it. Connect with me and 
we can get through it together.

Connecting experience. Driving career success.

AFA Pulse is a new Community of Practice designed to connect and 
support paraplanners and help them grow at every stage of their career.

My VISION for financial advice
"To see the Paraplanner and Adviser synergise 

to achieve a greater outcome for clients"
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How you can blog too

Have you thought about writing a blog but have never really understood where to start?

Let me put this another way, as a financial adviser, imagine 
writing something that has the potential to:

• Change your clients lives 

• Inform or educate people

• Highlight a cause and inspire good will

• Motivate and help people to act

• Allow your community to get to know you.

Words and images are powerful when they are combined, so 
use them wisely in your marketing strategy. A blog can be a 
steppingstone in your inbound marketing strategy and is a great 
way for the advice community to provide insight into what it knows.

What is a blog anyway?
This is one of my frequently asked questions! In essence, a blog 
is written content with a distinct conversational tone viewed 
from a personal perspective to connect directly with readers. 
The popularity of blogs has grown over time and has become a 
key component in most digital marketing strategies. 

To start, ensure your blog posts have all the right elements to 
build engagement.

Create a blog framework
Very few financial advisers I have encountered feel comfortable 
initially about putting their thoughts and ideas down in writing. 
However, just like financial advice, with the right framework and 
language, what initially appears complex becomes elegantly simple.

Here are the key steps you should take:

1. Accumulate ideas: You can write a blog about almost 
anything, however, consider what is topical and will 
engender an emotion with your audience.

2. Choose your topic: 

a. Ask yourself, can I tell a story, is there research 
available and what’s my position or opinion?

b. Select a topic that you are passionate about, your 
readers are passionate about and that you can 
provide key takeaways.

3. Create your headline: It’s time to get specific and choose 
your perspective; create a headline that will encourage 
people to read on. You can choose your headline before or 
after you write your blog, just remember to keep it interesting 
and don’t be boring.

4. The power of images: When publishing your blog, you will 
need an image to serve as a banner to support your content 
on your website and on social media. Ensure your image is 
relevant, thought provoking and not over-used.

5. It’s time to write: The framework for your blog should include:

a. Sub-headline

b. Frame your message

c. Make your points

d. Closing strong

e. Tell them what to do next!

6. Edit: Review your work, clean up any clutter and 
unnecessary words! 

A word on words
We all use words in different ways but it’s time to use words to your 
advantage. Keywording is an important part of having a digital 
footprint so ensure you use your topics keywords in your headline, 
subhead line, body text and within the caption of your image. 

Power words are the hooks or triggers that will create an 
emotion, positive or negative, that will draw people closer to you. 

“10 steps to life-changing financial advice for couples.”

This style of headline has easy readability, a positive sentiment 
for the reader and includes keywords that will support you for 
searchability. Remember this is a blog so write naturally and 
include emotion.

Now the final step…
Review your work and if you don’t trust yourself then find 
yourself someone that can act as an editor and provide you 
feedback. There are great services and apps out there that can 
help you but try starting with grammarly or look at using 
hemingwayapp. Both have free services that you can use.

Don’t get caught up trying to create perfection in your content, 
it’s our imperfections that make us unique and attract our 
audience to us. Most of all, if you have some thing to say then 
writing a blog is the perfect way to get your message out.

Community & Marketplace //

BY JENNY PEARSE
Managing Director, Jenesis 

My VISION for financial advice
"Is more people understanding the true value and peace of mind that 

financial advisers can bring for everyone"
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From the AFA 2020 
Conference Chair 

With all the craziness that 2020 has thrown us, it was refreshing to take a couple of days out and 
sit down and be immersed in this year’s AFA conference.

Even though I missed seeing everyone (and harassing you for 
raffle tickets!), it was great to be able to share and read your 
thoughts and reactions online during the live 2-day program 
keynotes and panel sessions. I loved hearing from Darren 
Burgess, High Performance Manager for Melbourne Football 
Club, learning how elite athletes are managed to stay in peak 
form and how we can take some of those learning and put them 
into perspective for ourselves and our team to keep everyone at 
peak efficiency.

My VISION for financial advice
"That my kids and grandkids will have access to Financial 

Advice to help them secure their financial futures"

It felt like being at a real 
conference the way it was 

structured.

Great range of topics and the 
access to senior government and 
regulators to gain an insight into 

their thoughts and agenda.

It was very accessible, the 
price was very reasonable and being 
online it was easy to attend, navigate 

sessions and pick what to watch/attend. 
The chat room was fun!

This is so important now and going forward as we navigate out of 
and beyond what has been a challenging year. Don’t forget that one 
of the key features of conference this year is access to all content for 
four months through to 12 February 2021 so make the most of this 
flexibility and catch Darren’s session and up to 40 hours of other 
valuable keynotes, panel sessions and Masterclasses! 

Thank you to all who were part of the vision. 

All the best for 2021.

Dave Slovenic
AFA 2020 Conference Chair
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Exhibitors
33

Sponsors
35

      Overall I thought it was delivered on 
a great platform and worked really well” 
- Gerard

The content and the amount of
content. Loved all the extra available 
content and getting access to it”  
- Christopher

Up to 36 hours CPD

Available on-demand

41
hours 
content

      I’ve been really impressed with the 
technology used to deliver the conference  
so far, well done AFA!” - Sacha

      Thanks AFA for a well designed and 
informative conference” - Serena

      Is this conference the  
new normal? OK with me” 
- James

Social Media
14-15 October

8215 Impressions

224  
Likes

Day 2:
Darren Burgess
High performance -  
leadership through 
adversity

Most Watched 
Session

Total  
OnDemand Views

Online Chat Peak

7153

435 Delegates

Attendees 14-15 Oct

1055 
Total Attendance
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Booth Attendance

Day 1:
Regulators Panel
ASIC AFCA FASEA

Most Watched 
Session

speakers attending from 

AUS USA UK

661 delegates
female
delegates 40%
male
delegates60%

speakers over 

Industry 
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88
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Sharing our visions for 
financial advice
We were absolutely blown away by the response from our conference delegates in sharing their 
visions for financial advice. Thank you. As a community we are all part of the vision to guide 
Australians to a brighter financial future. View all the visions at afaconference.com.au/ourvision

My VISION for financial advice

"Less hoops but more trust"
Cara Graham

TWD Australia

"Helping Australians achieve 
Financial Freedom through 
Strategic Holistic Advice"

Blair Jamieson
BT Financial Group

"To inspire clients to live the life 
they never thought they could"

Darryl Prenzler
Insync Financial

"That we build a supportive and 
inclusive community to look out for each 

other and celebrate success together"
Stephen Neilsen

Ascent Wealth Management

"Financial advice should be affordable, 
understandable, meaningful and make a 

difference in people's lives"
Allison Dummett

ClearView Financial Advice & Matrix Planning Solutions

"Engaged & Educated Clients and 
Happy & Thriving Advisers"

Megan Hodge
Your Wealthy Life

"Financial advisory to be a well-
respected and highly trusted 

profession empowering financial 
and social wellbeing"

Elaine Sze
Centrepoint Alliance

"Maximise the financial health & 
well-being of all Australians"

Ian Knight
Synchron

"For all Australians to be able 
to access help in reaching 

their financial goals"
Aris Sardinha
Colonial First State

"To positively contribute and 
help someone's financial well-
being, through good advice"

Jonathan Chong
Finsteps Pty Ltd

Vol 24. Issue ThreeThe Financial Adviser  53



Insurer CEO Panel – key takeouts
Front of mind was the APRA intervention on individual disability income insurance 
and what impact that would have on product design going forward. All four 
CEO’s, Damien Mu from AIA, Sean McCormack from MLC Life, Brett Clark from 
TAL and Justin Delaney from Zurich/OnePath were clear that there are still many 
unknowns regarding future product design and pricing for income protection, in 
particular how the 5 year fixed term would work, but the overwhelming view was 
that we are at an inflection point where the product design and pricing of the 
future will not reflect the past. The current model is unsustainable which is why 
APRA intervened when it did.

The progress towards the 2021 LIF review was discussed and it was evident that as 
an industry, we are much more united in our approach to ensuring a good outcome 
and working towards retaining choice and accessibility in how customers pay for 
their life insurance advice. Retaining commission is an important factor in this and all 
four insurers made it quite clear of their overwhelming support for commissions.

The panel observed that while there has been substantial change in ownership 
over the last few years, the industry now seems to have found a landing spot 
where the ownership reflects parents who are committed to a long term business 
and a bright future in the Australian market.

Economists Panel – key takeouts
Lining up at the coffee shop and taking note of who’s behind the counter are 
some of the signs you need to observe, according to Bob Cuneen, Senior 
Economic & Portfolio Specialist MLC, to get a sense of our economic recovery. 
Julia Newbould – Editor At Large, Money Magazine Australia discussed “The 
Shape of things to come” with Bob, Brian Parker, Chief Economist Sunsuper and 
Matt Wacher, Chief Investment Officer Morningstar.

The discussion is wide ranging with the panel taking a close look at the most 
recent Federal Budget and looking at what the benefits are of the brought forward 
tax cuts, Job Keeper/Seeker and the impact of those on the labour market and 
their views around the various Government settings that may impact the future. 
The panel spends some time talking about COVID-19 and our economic recovery 
with Brian Parker proposing, “there is a recovery of sorts in train. So I don’t think 
you need to have a vaccine to have a recovery, because we don’t have a vaccine 
but we do have a recovery.” The panel also discussed the impact that COVID-19 
has had on the global economy and what the recovery might look like in the future.

Insurer CEO Panel on stage 

Brett Clark, Justin Delaney and Philip Kewin 
(on screen Sean McCormack and Damien Mu)

Brian Parker, Sunsuper & Annabelle Dickson, 
Financial Standard

Economists Panel on stage

Conference registrants can access the Virtual Conference content through to 12 February 2021, including all live 
Panel sessions, by using their conference platform link provided for the 14-15 October conference event. AFA 
members and guests who have not registered for conference can now register to access all conference on-demand 
conference content by visiting afaconference.com.au



Technology Panel – key takeouts 
Peter Worn – Head of Strategic Relationships at Enzumo, chairs an impressive 
list of technology experts as they examine Technology Trends impacting 
advice firms in 2020 and beyond. Peter makes the interesting observation in 
setting up this panel discussion that a recent survey from Investment Trends 
has observed that: “90% of advisers believe that technology is either the #1 or 
#2 issue facing their business right now.”

The panel looks deeply at the frustrations facing advisers and their practices 
and offers practical observations about tackling the technology challenge. 
“Best of breed technology will not always come from one provider”; Charles 
Blake from Avanser observes, with Michael Rouse, Founder & Director of My 
Prosperity acknowledging: “The systems that were designed 10-20 years ago, 
were planning & portfolio systems. These days that just doesn’t differentiate 
you. That is a binary thing – they either work or they don’t. Things that are 
amazing, that advisers want, are amazing client engagement; we want to 
differentiate ourselves as a practice and the ultimate goal of operationalising 
the back office.”

Licensee Panel – key takeouts
“At the moment there seems to be a game of musical chairs inside the 
industry, are we going to face the time where we don’t have enough good 
people coming into the industry; have we explained our industry well enough 
to people?” Andrew Inwood poses these questions and many others as he 
facilitates this wide ranging discussion with the Licensee Panel at AFA VISION 
Virtual Conference. The Licensee Panel comprising Darren Whereat, Chief 
Advice Officer IOOF; Kate Anderson, Group Executive Advice Services & 
Solutions Centrepoint Alliance and Allison Dummett, CEO, Matrix Planning 
Solutions discuss some of the big issues facing Licensees and how they 
support the adviser community.

The panel deep dives into issues around business growth for advisers, ways to 
reduce the cost of advice and what is the role of a Licensee in today’s world. 
The panel give their candid views on what will drive business growth, different 
advice models that may increase engagement and what impact technology 
should have in the adviser’s business.

Behind the scene with AFA team moderators 

Charles Blake from Avanser on stage

Licensee Panel on live stage

Technology panel participants 

Conference registrants can access the Virtual Conference content through to 12 February 2021, including all live 
Panel sessions, by using their conference platform link provided for the 14-15 October conference event. AFA 
members and guests who have not registered for conference can now register to access all conference on-demand 
conference content by visiting afaconference.com.au



AFA CEO Philip Kewin and Senator Jane Hume
AFA Virtual Conference filmed live at 
Museum of Contemporary Art, Sydney

Phil Anderson, AFA GM Policy & 
Professionalism presents AFA Policy Update.

MC Nigel Collin and AFA President Michael Nowak

MC Nigel Collin talks to Darren Burgess. 
Thank you to sponsor Zurich & OnePath.

AFA Genxt Masterclass – Sydney instudio panellists 
Phil Anderson, Alisdair Barr and Greg Cook. 

AFA Inspire Masterclass: Emily Kucukalic from Brand New You. 
With thanks to Masterclass sponsor Trilogy. 

Ryan Murphy from Morningstar presents on goals-based risk. 
Thank you to sponsor Morningstar. 

Olympian Natalie Cook presents on how 
to achieve your own gold medal. MC Nigel Collin, Museum of Contemporary Art Sydney 

AFA Pulse Masterclass: Kate Fellows, Anne-Maree Esler, Hayley Knight joined live by 
Kat Mock and Johann Koch from the UK. With thanks to Masterclass sponsor Intelliflo. 

AFA National President Marc Bineham David Glen from TAL, studio recording On-Demand session

Dr Catherine Ball. Thank you to sponsor AIA. Olivia Sarah-Le Lacheur, AFA Foundation Chair update. 

Olympian Cathy Freeman and MC Nigel Collin. Thank you to sponsor TAL. 

AFA Virtual Conference Wed 14 – Thu 15 October VISION



Regulators Panel – key takeouts
The Regulators panel was one of the most highly rated sessions on day one of 
the Virtual conference. Aleks Vickovich, from the Australian Financial Review, 
who facilitated the session, summarised the key theme of the panel discussion 
as a “Conciliatory tone”, describing how the regulators on the panel openly 
acknowledged the important work that financial advisers have been doing and 
discussed what they have done this year to relieve some of the pressure on 
financial advisers. Aleks was joined by Kate Metz, Senior Executive Leader, 
Financial Advisers at ASIC, Stephen Glenfield, CEO FASEA and Natalie 
Cameron, Lead Ombudsman, Investments and Advice at AFCA.

Not only did this session give us some insight into the thinking of these key 
organisations, however, it also included an update on some important work that 
they are doing. Kate Metz spoke openly about some of the key issues in financial advice and also 
about the work that they are currently doing as part of the 2021 review of life insurance advice, 
including the collection of client files from 2017, to provide a baseline result for comparison purposes. 
Stephen Glenfield discussed the recently released draft guidance on the FASEA Code of Ethics and 
how it had been built to explain the intent of the standards and assist in understanding how to apply 
them. Stephen spoke about the Code as being an ethical overlay and not a checklist and that it was a 
longer-term exercise that will play out over time. Natalie Cameron advised that financial advice 
complaints make up less than 2% of AFCA’s complaints and that only 10% of these complaints go all 
the way through to a determination. 

The Regulators panel was a very useful session, with each panel member demonstrating their unique 
insight into the financial advice market.

The most environmentally friendly 
AFA Conference ever… Staying positive 

What a sensational couple of days. 
Thanks AFA. I really enjoyed this format, and 

think you nailed it!! Great to know I can go back 
and watch a few sessions. 

Excellent content, great flow! Thank you 
to all the fabulous partners and sponsors for 

bringing a conference to us in tough conditions. 
Well done AFA and all involved!

I’ve been really impressed with the 
technology used to deliver the conference so 

far, well done AFA! 
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Kate Naess, Australian Paralympian and 
AIA Vitality Ambassador. P
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AIA Australia,  now for life, 
health and wellbeing.

We are proud to launch  AIA Health with 
AIA Vitality.

Let us help you retain,  grow and target 
 new clients. It’s all part of our commitment 
to helping our customers live healthier, 
longer, better lives.

Referring your clients is easy.

To find out more speak to  your  
AIA representative.

aia.com.au/health

Source: This is an extract from ‘COVID-19 Next Phase Anxiety Fact Sheet’, available from AFA Care and Benestar at benestar.com 

COVID-19 Next Phase Anxiety    
How to cope as we return to our new normal 

The COVID-19 quarantine experience has impacted everyone. For some it was an easy transition into the safety of their 
bubble, yet for others, a terrifying proposition that came with real challenges. And now, as restrictions begin to ease and 
we slowly start to return to our everyday lives, we need to adjust our coping strategies as we grapple with the different 
challenges this will bring. Here are some simple and effective steps you can take to help manage your concerns and those 
of the people around you.

1. Know the facts. Get information or updates from 
reputable sources. Avoid getting information from 
social media or people who are not experts in 
their field. Look at official government websites 
to understand what you can do to remain safe.  
www.health.gov.au 

2. Practice good hygiene. Follow official advice and 
practice good hygiene. If you have any cold or flu 
symptoms stay at home and ring your GP

3. Keep things in perspective. People who take care 
of their health and practice good self-care are more 
resistant to the virus. And whilst its understandable 
to be concerned about a potential second or further 
waves of the virus, its still important to remember 
most people make a full recovery 

4. Acknowledge your feelings. Acknowledge your 
feelings about returning to work or restrictions be-
ing lifted. Children will feel loved and cared for and 
safe when they know others experience the same 
feelings they do. Share your concerns or worries 

with your friends, family or a trusted colleague. Or 
contact AFA Care, for free confidential coaching and 
support 

5. Shift your thinking. It’s easy to fall into a mindset 
of worrying about what could happen and an anx-
ious mind often moves to the worst-case scenarios. 
To help shift your thinking and to make your return 
to work a little easier, focus on what you can con-
trol and ask ‘What is the one positive step I can take 
right now?’ 

6. Manage your reactions. Learn effective stress 
management skills such as mindfulness, impulse 
control and progressive muscle relaxation. Head 
to the Benehub portal for some useful free tools. 
Download the guide to access the portal from afa.
asn.au under AFA Care and Wellbeing

7. Look after yourself. Focus on the basics, eating 
well, exercising and getting enough sleep each 
night. Try to take time out to do things you enjoy 
and allow yourself some time to relax

You’re not on your own
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